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Abstract 


This  study  provides  a forecast  for  the  growth  of  user  expenditures  on 
customer  services  in  Europe  covering  the  five-year  period  1993  to  1998. 

Market  forecasts  are  provided  for  the  growth  of  the  customer  services 
market  in  sixteen  Western  European  country  markets.  A separate  forecast 
is  also  provided  for  Eastern  Europe,  taken  as  one  group  of  countries. 

The  forecasts  include  the  activities  of  three  types  of  vendors  active  within 
the  customer  services  market: 

• Customer  Services  Vendors,  defined  to  include: 

- Equipment  and  systems  vendors 

- Dealers  and  distributors 

- Independent  maintenance  organisations  (IMOs) 

• Independent  Software  and  Services  Vendors 

• Non-IT  industry  Vendors,  consisting  principally  of  Construction  and 
Building  Services  companies. 

Estimates  for  the  customer  services  revenues  earned  in  1992  by  the  lead- 
ing 20  vendors  are  provided.  These  vendors  are  now  drawn  from  the 
ranks  of  both  equipment  suppliers  and  independent  services  vendors.  The 
revenues  are  segmented  by  service  sector  and  country  market. 

The  European  forecasts  provided  in  this  study  are  presented  in  U.S.  dollars 
and  ECUs.  The  country  market  forecasts  are  provided  in  local  European 
currencies  and  U.S.  dollars. 
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Introduction 


A 


Objectives  and  Scope 


This  study  is  produced  by  INPUT  as  part  of  its  1993  Customer  Services 
Programme  in  Europe. 

The  objectives  of  this  report  are  to  provide  an  analysis  of  user  expenditures 
for  customer  services  in  Europe,  an  estimate  of  the  market  size  in  1992  and  a 
five-year  growth  forecast  for  the  period  1993  to  1998. 


Further  objectives  are  to: 

• Estimate  the  size  by  major  segment  of  the  individual  European  country 
markets  for  customer  services  and  provide  a five-year  growth  forecast  for 
each,  for  the  period  1993  to  1998. 

• Provide  forecasts  for  six  service  sectors  of  the  customer  services  market  in 
Europe. 

• Estimate  the  customer  services  revenues  of  the  leading  customer  services 
vendors,  segmented  by  service  sector  and  country  market. 

Country  markets  included  in  Western  Europe  are: 


Austria 

Belgium 

Denmark 

France 

Finland 

Germany 

Greece 

Ireland 


Italy 

The  Netherlands 

Norway 

Portugal 

Spain 

Sweden 

Switzerland 

The  United  Kingdom. 
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Countries  aggregated  into  the  Eastern  European  market  are: 

Albania 

Bulgaria 

Croatia 

Czech  Republic 

Estonia 

Hungary 

Latvia 

Lithuania 

Poland 

Romania 

Russian  Federation 
Slovak  Republic 
Slovenia 
Ukraine 

Serbia  and  other  republics  which  remain  within  what  was  once  Yugoslavia 
Other  Commonwealth  of  Independent  States  within  Europe. 


B 

Methodology 

INPUT  researched  the  leading  customer  services  vendors  for  details  and 
confirmation  of  each  company’s  customer  services  revenues.  A high 
proportion  of  vendors  cooperated  by  providing  data  to  INPUT. 

Research  to  provide  additional  data  contained  within  the  study  was  conducted 
using  the  following  sources  of  information: 

• Vendor  annual  reports 

6 Company  press  releases 

• Specialised  data  published  by  the  computer  market  trade  press. 
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c 

Economic  Statistics 


Details  of  the  currency  conversion  rates  and  inflation  assumptions  used  in  the 
compilation  of  the  forecasts  in  this  report  are  contained  in  Appendix  D. 


D 

Structure 


The  remaining  chapters  of  this  report  are  structured  as  follows: 

• Chapter  II  is  an  executive  overview  that  provides  a summary  of  the  study. 

• Chapter  m provides  details  of  the  market  definitions  and  vendor  delivery 
modes,  including  notes  on  the  continuous  upgrading  of  the  market 
perspective  to  enhance  the  presentation  of  the  opportunities  available  to 
vendors. 

• Chapter  IV  provides  an  analysis  of  the  overall  customer  services  market  in 
Europe. 

• Chapter  V provides  an  analysis  of  the  customer  services  market  in  sixteen 
individual  European  country  markets,  plus  Eastern  Europe  treated  as  one 
group,  all  expressed  in  local  currencies,  for  the  five-year  period  1993  to 
1998. 

• Appendix  A contains  estimates  of  the  customer  services  revenues  of  the  20 
leading  customer  services  vendors  in  Europe. 

■ Appendix  B provides  a reconciliation  between  INPUT’S  current  market 
forecast  and  the  previous  market  forecast  made  in  1992. 

• Appendix  C contains  the  U.S.  dollar  versions  of  the  1992  country  market 
sizes  and  of  the  forecasts  for  1993  to  1998. 

• Appendix  D provides  the  economic  assumptions  used  in  sizing  and 
forecasting  the  customer  services  sectors. 
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Executive  Overview 


A 

The  Tide  Starts  to  T\irn  for  Customer  Services 

L Introduction 

During  the  1980s,  customer  services  organisations  became  acclimatised  to 
operating  as  independent  profit  centres  quite  separate  from  the  sales 
organisations  of  their  parent  companies.  Throughout  this  period  they 
developed  a wide  portfolio  of  services  products  and  service  lines  in  both  the 
remedial  and  non-remedial  service  sectors. 

The  challenge  they  have  had  to  face  since  the  onset  of  recession  in  the  early 
1990s  has  been  to  adapt  their  service  portfolio  for  the  open  systems 
environment.  The  first  half  of  the  present  decade  has  been  mostly  dedicated 
to  making  this  transition.  This  migration  of  focus,  away  from  the  proprietary 
and  product-orientated  past  and  towards  an  open  and  service  business- 
orientated  future,  is  by  no  means  complete: 

• Users  are  themselves  still  inexperienced  in  knowing  what  to  ask  for. 

• Vendors  have  still  a long  way  to  go  before  they  feel  comfortable  with  the 
range  of  services  they  can  offer  with  confidence. 

INPUT  detects  the  first  signs  of  success  in  making  the  transition  on  the  part  of 
vendors  such  as  Digital,  ICL  and  Getronics.  Other  vendors,  such  as  Granada, 
Hewlett-Packard,  IBM,  Olivetti  and  Thomainfor,  would  appear  to  be  still  in 
the  middle  of  the  transition,  while  many  of  the  smaller  and  more  specialised 
customer  services  organisations  either  have  not  started  or  do  not  see  any  great 
need  to  exaggerate  the  change  process  into  a major  objective. 

INPUT’S  1993  issue  of  its  annual  Customer  Services  Market  Analysis  and 
Forecast  report  aims  to  aid  suppliers  making  this  transition  by  providing  the 
quantitative  data  relating  to  the  growth  of  the  market  in  different  sectors  - both 
within  the  traditional  customer  services  arena  and  in  its  relation  to  other 
adjoining  IT  services  sectors. 
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Key  issues  for  readers  of  this  reference  work  are: 

• Growth  is  forecast  to  be  low  (in  single  figures)  but  steady  over  the  next  five 
years. 

• Hardware  service  markets  are  being  prevented  from  falling  into  catastrophic 
decline  by  the  increasing  use  of  integrated  hardware/software  contracts. 

• Service  vendors  are  beginning  to  realise  that  as  more  systems  become  either 
business-  or  mission-critical,  users  will  value  service  as  a means  of  support- 
ing their  front-line  staff.  They  are  less  willing  to  pay  to  maintain  equipment 
perceived  to  be  intrinsically  reliable. 

• There  is  an  increasing  need  to  address  the  newly  emerging  project  services 
markets,  represented  by  environmental,  network  and  other  professional 
services  opportunities. 

The  remainder  of  this  Executive  Overview  deals  with  the  quantitative  side  of 
the  opportunities  under  three  general  headings: 

• The  service  portfolio  represented  by  INPUT’S  sector  segmentation 

• Competition  in  terms  of  both  types  of  vendor  and  specific  major  competitors 

• Country  markets  in  Europe 

2.  Major  Findings 

The  overall  market  for  customer  services  in  Europe  will  grow  from  an 
anticipated  $28.3  billion  in  1993  to  reach  $32.8  billion  in  1998,  at  a CAGR 
(compound  annual  growth  rate)  of  3%.  This  is  in  contrast  to  the  total 
information  services  market  growth  rate  of  8%,  which  will  take  the  market  for 
all  types  of  software  and  services  in  Europe  from  $105  billion  in  1993  to  $150 
billion  in  1998. 

In  addition  to  this  $28  billion  of  customer  services  expenditure,  customer 
services  vendors  are  expected  to  gain  $7.2  billion  of  other  services  revenue 
(excluding  systems  and  applications  software)  in  1993.  This  portion  of  their 
revenues  will  grow  at  an  overall  7%  over  the  equivalent  $6.7  billion  gained  in 
1992  for  these  other  services.  The  customer  services  vendors  are  growing 
their  non-equipment-related  service  revenues  at  a very  slightly  higher  rate 
than  the  market  as  a whole,  i.e.,  they  are  slowly  increasing  their  market  share. 

Of  the  $82  billion  of  1993  European  services  expenditure  (excluding  all 
software  products),  customer  services  vendors  will  account  for  $26.6  billion, 
or  32%. 
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EXHIBIT  11-1 


In  addition  to  the  $28  billion  of  external  expenditures  anticipated  for  1993, 
there  is  an  estimated  $8.4  billion  of  captive  market  expenditure  on  customer 
services.  This  expenditure  represents  bundled  system  software  support  costs 
and  user  self-service  costs  for  the  in-house  provision  of  all  types  of  customer 
services. 

The  total  potential  market  for  customer  services  in  Europe  for  1993  is  thus 
over  $37  billion. 

Exhibit  II- 1 summarises  the  key  growth  rates  of  the  sector  in  1993. 


Customer  Services  Market  in  Europe 

Key  Parameters  for  1993 

• Overall  growth  over  1 992  increased  to  4% 

• Non-maintenance  services  growing  at  7%  over  1 992 

• Hardware  maintenance  grew  by  1%  in  1993 
but  will  decline  from  1995  onward 


B 

Customer  Services  Definitions 

In  line  with  the  analysis  method  adopted  by  INPUT  in  1992,  the  customer 
services  market  for  1993  has  been  segmented  into  six  service  sectors.  These 
six  sectors  are  identified  in  Exhibit  II-2  and  defined  as  follows: 

• Hardware  Maintenance — the  repair  or  routine  preventive  maintenance  of 
computer  systems  or  associated  hardware,  including  associated  support 
activities.  This  sector  includes  communications  processors  but  excludes 
PABX  equipment.  It  includes  contracts  for  combined  support  of  hardware 
and  software. 

• Environmental  Services — all  service  revenues  associated  with  changes  to 
the  environment  of  the  computer  system  platform,  including  computer 
rooms,  cabling,  networks,  and  the  buildings  containing  the  systems.  Envi- 
ronmental services  also  covers  environmental  planning  and  audit  services. 

• Systems  Software  Support — software  maintenance  activities  relating  to 
systems  software  (not  applications),  including  associated  support  activities. 
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• Training  & Education — -new  for  1993,  the  definition  of  this  sector  has  been 
extended  to  cover  all  services  provided  for  IT  training,  whether  for  IT 
professionals  or  for  their  users  and  end  users.  The  sector  will  therefore 
cover  all  activities  of  this  type,  whatever  their  source  in  terms  of  the  type  of 
vendor  providing  them.  It  will  not  be  restricted  (as  it  has  been  previously) 
only  to  training  providing  by  customer  services  vendors. 

• Professional  Services — -this  sector  of  the  customer  services  market  relates  to 
the  provision  of  professional  services  concerned  with  network  or  system 
platform  operations.  Examples  are: 

- Consultancy  services 

- Network  services  (operations  and  administration) 

- Systems  software  evaluation 

- Problem  management  services 

- Software  development 

- Staff  hire 

• Business  Continuity  Services — comprises  three  types  of  service  associated 
with  keeping  a user’s  network  or  system  platform  available  in  the  face  of 
major  incidents  such  as  fire,  flood,  terrorist  attack: 

- Contingency  Planning  Services 

- Disaster  Recovery  Services 

- Restart  Services  - services  aimed  at  restoring  a damaged  user  system  to  its 
original  state  in  the  shortest  possible  time. 


EXHIBIT  11-2 


Customer  Services  Market  Definition  - Service  Sector 


• Equipment  Services 

- Hardware  Service 

- Environmental  Service 

• Other  Customer  Services 

- Systems  Software  Support 

- Training  & Education 

- Professional  Services 

- Business  Continuity  Services 


n-4 


Copyright  1993  by  INPUT.  Reproduction  Prohibited. 


CMF 


CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


c 

The  Customer  Services  Market  in  Europe 

1.  Market  Growth,  1993  to  1998 

Exhibit  D-3  provides  the  forecast  for  the  growth  of  user  expenditure  for 
external  customer  services  in  Western  Europe. 

User  expenditure  for  customer  services  in  Europe  will  grow  from  the  $28 
billion  anticipated  for  1993  at  just  over  a 3%  CAGR  to  reach  nearly  $33 
billion  by  1998.  This  forecast  shows  a reduction  of  1%  when  compared  to  the 
CAGR  forecast  in  INPUT’S  1992  report.  This  reduction  reflects  the 
worsening  medium-term  economic  trends  detected  during  1993  in  several 
European  countries,  notably  Italy,  Spain  and  Germany. 

Included  within  this  forecast  are  three  categories  of  vendor: 

• Customer  services  vendors,  consisting  of: 

- Equipment  vendors 

- Independent  maintenance  vendors 

- Dealers  and  distributors 

• Independent  software  and  services  vendors 

• Non-IT  industry  vendors,  comprising: 

- Building  and  Construction  companies  providing  environmental  facilities 
dedicated  to  computer  installation  as  part  of  major  construction  projects 

- Specialist  building  services  companies,  for  example  air  conditioning 
suppliers,  who  also  provide  installation  services 

Market  shares  for  each  service  sector  are  as  follows: 

• Hardware  maintenance  services  account  for  an  anticipated  52%  of  user 
expenditure  in  1993,  decreasing  to  44%  by  1998. 

• Environmental  services  account  for  27%,  increasing  to  30%  in  1998. 

• Systems  software  support  accounts  for  7%,  increasing  to  8%  in  1998. 

• Education  & Training  services  account  for  9%  in  1993,  increasing  slightly 
to  10%  by  1998. 

• Professional  services  account  for  4%  in  1993,  increasing  to  5%  by  1998. 

• Business  Continuity  Services  will  account  for  just  over  1%  in  1993,  but  will 
rise  to  over  3%  by  1998. 
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EXHIBIT  11-3 

European  Customer  Services  Market  Growth, 

1993-1998  ) 


($  Billions) 

SERVICE  SECTOR 

1993 

1998 

CAGR 

1993-1998 

(Percent) 

Hardware  Service 

14.9 

14.1 

-1 

Environmental  Services 

7.6 

9.9 

5 

Systems  Software  Support 

1.8 

2.7 

8 

Education  & Training 

2.6 

3.4 

6 

Professional  Services 

1.0 

1.7 

11 

Business  Continuity  Services 

0.4 

1.0 

20 

Total  (Rounded) 

28.3 

32.8 

3 

All  Other  Services 

54.2 

84.5 

9 

2.  Market  Growth  by  Vendor,  1993  to  1998 

Exhibit  II-4  provides  INPUT’S  forecast  for  the  growth  of  user  expenditure  for 
customer  services  segmented  by  vendor  type. 

IT  industry  vendors  will  account  in  1993  for  78%  of  user  expenditure  for 
customer  services  in  Europe,  the  remainder  of  user  expenditure  being  with 
non-IT  industry  vendors. 

The  market  structure  in  1993,  in  terms  of  contribution  by  vendor  type,  is  as 
follows: 

• IT  Industry  Vendors 

- Equipment  vendors  account  for  about  57%  of  user  expenditure. 

- Independent  maintenance  vendors  account  for  9%. 

- Dealers  and  distributors  account  for  just  under  3%. 

- Independent  software  and  services  vendors  account  for  9%. 
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• Non-IT  industry  vendors 

- Specialist  building  product  companies  account  for  6%  of  user  expenditure 

- Building  and  construction  companies  account  for  16%  of  user 
expenditure. 


EXHIBIT  11-4 


European  Customer  Services  - 
Market  Sector  Growth,  1993  - 1998 


($  Billions) 

MARKET  SECTOR 

1993 

1998 

CAGR 

1993-1998 

(Percent) 

Customer  Services  vendors 

19.5 

22.3 

2.7 

Independent  Software 
& Services  vendors 

2.5 

3.0 

3.7 

Non-IT  Industry  vendors 

6.3 

7.5 

3.5 

TOTAL 

28.3 

32.8 

3.0 

The  exhibit  shows  the  customer  services  vendors  (dominated  by  the 
equipment  suppliers)  losing  market  share  to  the  independent  software  and 
services  vendors,  as  non-maintenance  activities  become  more  important. 
Within  the  customer  services  vendor  group,  equipment  vendors  will  lose 
market  share  to  hold  around  55%  in  1998,  as  large  distributors  and 
multinational  independent  maintainers  move  more  aggressively  into  the 
general  services  business. 

Equipment  suppliers  are  expected  to  balance  their  presence  in  customer 
services  with  increasing  revenues  gained  in  other  services  sectors,  such  as 
network  services,  environmental  services,  systems  integration  and  systems 
operations. 
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D 


Leading  Vendor  Customer  Services  Revenues 


EXHIBIT  11-5 


The  1992  customer  services  revenues  of  the  leading  five  equipment  vendors  in 
Europe  are  listed  in  Exhibit  11-5,  together  with  the  revenues  gained  from  all 
other  types  of  service. 


European  Customer  Services  - 
Leading  Equipment  Vendor  Revenues,  1992 


Vendor 

1992  Revenues 
($  Millions) 

Customer 

Services 

All  Other 
Services 

IBM 

3,550 

2,260 

Digital 

2,065 

1 ,030 

Siemens-Nixdorf 

1,535 

1,160 

Bull 

1,130 

375 

ICL 

1,010 

460 

The  leading  five  equipment  vendors  between  them  accounted  for  34%  of  1992 
user  expenditure  for  customer  services  in  Europe. 

The  revenues  of  the  leading  three  equipment  vendors  are  presented  in  more 
detail  in  Exhibits  II-6  to  II-8  as  follows: 

• IBM  - Exhibit  II-6 

• Digital  - Exhibit  II  -7 

• Siemens-Nixdorf  - Exhibit  II-8. 

These  more  detailed  exhibits  indicate  the  degree  of  dependency  on  hardware 
maintenance  revenues  that  these  equipment  vendor  customer  services 
organisations  now  have.  Much  progress  has  been  made  in  developing  non- 
maintenance revenue  streams,  but  the  strong  dependence  on  hardware 
maintenance  revenues  remains.  For  example: 

• IBM  obtains  80%  (79%  in  1991)  of  customer  services  revenues  in  Europe 
from  hardware  maintenance. 
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EXHIBIT  11-6 


EXHIBIT  11-7 


• Digital  has  continued  to  be  successful  at  developing  non-maintenance 
revenues,  relying  on  maintenance  for  58%  (65%  in  1991)  of  customer 
services  revenues. 

° Siemens-Nixdorf  is  the  most  heavily  dependent  of  the  three,  still  obtaining 
about  85%  (85%  in  1991)  of  its  customer  services  revenues  from  this  activ- 
ity. 


IBM 


1992  European  Customer  Services  Revenues 


Service  Sector 

Revenue  ($  Millions) 

Hardware  Service 

2,850 

Environmental  Services 

320 

Systems  Software  Support 

0 * 

Education  & Training 

225 

Professional  Services 

70 

Business  Continuity  Services 

85 

TOTAL  (Rounded) 

3,550 

* Bundled 


Digital 

1992  European  Customer  Services  Revenues 


Service  Sector 

Revenue  ($  Millions) 

Hardware  Service 

1,205 

Environmental  Services 

225 

Systems  Software  Support 

415 

Education  & Training 

125 

Professional  Services 

85 

Business  Continuity  Services 

10 

TOTAL  (Rounded) 

2,065 

CMF 


Copyright  1993  by  INPUT.  Reproduction  Prohibited. 


n-9  . 


CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


EXHIBIT  11-8 


E 


Siemens-Nixdorf 

1992  Western  European  Customer  Services  Revenues 


Service  Sector 

Revenue  ($  Millions) 

Hardware  Service 

1 ,300 

Environmental  Services 

95  | 

Systems  Software  Support 

10 

Education  & Training 

80 

Professional  Services 

40 

Business  Continuity  Services 

10 

TOTAL  (Rounded) 

1 ,535 

Country  Market  Growth,  1993  to  1998 

Exhibit  D-9  provides  a forecast  for  the  growth  of  user  expenditure  for 
customer  services  in  the  four  largest  country  markets  in  Europe. 

The  combined  share  of  these  four  largest  country  markets  accounts  for  68%  of 
user  expenditure  for  customer  services  in  Europe.  The  percentage  accounted 
for  by  each  major  country  market  is  as  follows: 

• France  - 18% 


• Germany  - 21% 

• United  Kingdom  - 18% 

• Italy  - 11% 

IBM  is  the  leading  equipment  vendor,  in  terms  of  customer  services  revenues, 
in  two  of  the  four  largest  country  markets  in  Europe.  The  exceptions  to 
IBM’s  market  leadership  are  provided  by: 

. The  German  market,  where  Siemens-Nixdorf  relegates  IBM  to  second 
place. 

. The  United  Kingdom,  where  the  British  managed  ICL,  now  owned  by 
Fujitsu  of  Japan,  succeeded  in  overtaking  both  Digital  and  IBM  during 
1992.  IBM  is  now  in  third  place  behind  ICL  and  Digital  Equipment. 


n-io 


Copyright  1993  by  INPUT.  Reproduction  Prohibited. 


CMF 


CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1 993- 1 998 


(NPUT 


In  France  and  Italy,  the  local  national  equipment  manufacturers.  Bull  and 
Olivetti  respectively,  are  in  second  place  behind  IBM. 


EXHIBIT  11-9 

Customer  Services  Country  Market  Growth, 

1993-1998 


($  Billions) 

Country  Market 

1993 

1998 

CAGR 

1993-1998 

(Percent) 

France 

5.2 

5.7 

2 

Germany 

6.0 

6.3 

1 

United  Kingdom 

5.0 

5.8 

3 

Italy 

3.0 

3.4 

2 

Rest  of  Europe 

9.1 

11.6 

5 

TOTAL  (Rounded) 

28.3 

32.8 

3 

CMF 


Copyright  1993  by  INPUT.  Reproduction  Prohibited. 


n-ii  . 


CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


Blank 


n-12 


Copyright  1993  by  INPUT.  Reproduction  Prohibited. 


CMF 


CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


The  Customer  Services  Market  and 
Vendor  Groups 


A 

Market  Definition 


1.  Definition  of  the  Market  Segments 

INPUT’S  definition  of  the  customer  services  market  is  illustrated  in  schematic 
form  in  Exhibit  HI-1.  This  exhibit  illustrates  the  overall  structure  of  the 
hardware  products  or  equipment  market  for  systems,  and  the  relationship 
between  customer  services  and  the  other  segments  of  the  equipment  market. 

Included  within  INPUT’S  definition  of  customer  services  are  six  service 
sectors: 

- Hardware  maintenance 
° Environmental  services 

• Systems  software  support 

• Education  and  training 
° Professional  services 

• Business  continuity  services. 

Excluded  from  INPUT’S  definition  of  the  customer  services  market,  as 
essentially  product  markets,  are: 

• Sales  of  spare  parts 

• Media  and  supplies  sales 

• Hardware  product  sales. 

Exhibit  ni-1  indicates  the  principal  activities  undertaken  within  each  of  the 
six  service  sectors.  In  each  service  sector,  INPUT’S  definition  of  user 
expenditure  includes  only  those  services  provided  to  users  by  an  external 
organization  on  a chargeable  basis.  Services  provided  by  subsidiaries  or 
internal  resources  are  considered  unavailable  for  open  tender.  They  are 
therefore  excluded  from  the  open  market  but  included  in  the  captive  market 
potential. 
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EXHIBIT  111-1 


Customer  Services  Market  Structure 
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Software  support  activities  that  are  included  in  the  customer  services  market 
are  those  activities  related  to  the  support  of  systems  software.  Exhibit  IET-2 
illustrates  INPUT’S  definition  of  the  software  products  market.  Aspects  of 
software  support  included  in  the  customer  services  market  are  restricted  to  the 
large  rectangular  box  on  the  left  side  of  the  exhibit.  They  relate  to  system 
control  and  data  centre  management  software  products. 
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EXHIBIT  SI  1-2 


Software  Products  Market  Structure 
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The  area  of  professional  services  is  part  of  a more  widely  defined  computer 
services  marketplace.  Only  those  professional  services  directly  associated 
with  the  support  of  computer  or  network  operations,  or  operating  systems 
software  are  included  as  part  of  the  customer  services  market.  To  distinguish 
them  from  environmental  services,  these  professional  services  are  normally 
restricted  to  planning,  design  or  management  services,  without  any  installation 
of  platform  or  ancillary  equipment. 

The  only  changes  to  definitions  for  the  1993  Customer  Services  Europe 
Programme  are: 

• The  Education  & Training  sector  has  been  extended  to  cover  expenditure 
with  independent  software  and  services  vendors  as  well  as  with  customer 
services  vendors. 

• The  Other  Professional  Services  sector  has  been  renamed  Professional 
Services  to  avoid  confusion  among  certain  of  our  readers. 

The  breakdown  of  user  expenditure  for  customer  services  can  be  categorized 
in  a number  of  ways.  For  the  purposes  of  this  report,  INPUT  defines  revenue 
sources  under  two  such  headings: 

• The  first  is  based  on  the  six  service  sectors,  dependent  on  the  type  of 
activity  that  generates  the  revenue. 

• The  second  defines  market  segments  dependent  on  the  type  of  vendor 
providing  the  service. 

2.  Service  Sector  Definitions 

Service  sectors  are  defined  by  INPUT  as  follows: 

• Hardware  maintenance:  the  repair  or  routine  preventive  maintenance  of 
computer  systems  hardware  or  hardware  components.  Included  are 
associated  support  activities  such  as  telephone  support,  problem  analysis 
and  remote  diagnostics.  Contracts  may  be  for  one  or  more  years;  alternating 
repairs  may  be  effected  on  an  ad  hoc  basis. 

• Environmental  services  are  defined  as  all  planning  and  implementation 
services  that  affect  the  environments  in  which  computer  platforms  are 
expected  to  run.  For  these  purposes,  environment  can  mean  any  of  the 
following: 

- The  computer  room  fixtures  and  fittings 

- Cabling  between  computers  and  other  devices  in  a system  or  network 

- Physical  environment,  such  as:  electrical  power,  air  conditioning,  water 
cooling,  smoke  or  fire  detection  equipment 

- Network  attachments 

- Buildings  in  which  computers  or  network  devices  or  terminals  must 
reside. 
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• Environmental  services  normally  involve  the  installation,  upgrade,  repair  or 
de-installation  of  some  piece  of  equipment,  but  may  be  restricted  to  audits 
or  planning  only. 

• Systems  software  service/support:  software  maintenance  activities  that 
relate  to  systems  software  (not  applications  software).  Included  are 
associated  support  activities  such  as  telephone  support,  problem  analysis 
and  software  diagnostics. 

• Education  and  training:  all  education  and  training  expenditures  for  IT 
industry  applications  have  now  been  included  within  the  definition  of 
customer  services. 

• Professional  services:  within  the  definition  of  customer  services,  this  sector 
of  the  market  refers  to  those  elements  of  professional  services  that  are 
concerned  with  the  support  of  the  systems  platform  or  network  and  its 
operating  environment,  including  areas  such  as: 

- Consultancy 

- Network  Administration 

- System  Software  Evaluation 

- Problems  Management 

- Project  Management 

- Configuration  or  Capacity  Planning. 

• Business  Continuity  Services  include  a number  of  service  elements  related 
to  keeping  a business  running  in  the  event  of  a major  incident  that 
temporarily  puts  its  IT  platform  or  network  completely  out  of  action.  These 
elements  include: 

- Planning  for  such  a contingency 

- Disaster  Recovery  Services 

- Backup  services  for  magnetic  or  optical  media 

- Restart  services,  covering  all  activities  that  contribute  to  permanently 
reinstating  the  platform  or  network  that  has  suffered  the  major  incident. 

These  services  can  be  sold  together  in  any  combination  or  as  free-standing 
services. 
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3.  Service  Vendor  Definitions 

INPUT’S  definitions  of  the  three  primary  categories  of  customer  services 

vendors  are  as  follows: 

• Equipment  vendors  are  defined  as  companies  that  manufacture  computer 
hardware/equipment  and  may  service  equipment  manufactured  by 
themselves  or  other  equipment  manufacturers. 

• Independent  maintenance  vendors  are  defined  as  companies  that  service 
computer  equipment  and  are  independent  of  the  manufacturer  or  agent  who 
sold  the  equipment 

• Dealers  and  distributors  are  defined  as  vendors  that  service  equipment  that 
is  sold  by  them,  either  as  an  agent  of  the  equipment  manufacturer  or  as  a 
value-added  reseller  (VAR). 


B 

Market  Structure  and  Delivery  Modes 

1.  Customer  Services  Revenue  Streams 

Exhibit  HI-3  provides  a diagrammatic  representation  of  the  total  customer 
services  market.  This  model  indicates  the  captive  and  non-captive  revenue 
components  of  the  total  customer  services  market  and  the  various  revenue 
streams  that  combine  to  form  the  total  market. 
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EXHIBIT  HI-3 
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User  expenditure  for  customer  services  forms  that  portion  of  the  market  where 
users  are  provided  with  vendor  services  for  which  they  pay  separately.  This 
portion  of  the  market  is  subdivided  into  two  components: 

• Customer  services  vendor  revenues.  This  portion  of  the  customer  services 
market  refers  to  vendors  for  whom  customer  services  revenues  are 
considered  a primary  revenue  stream: 

- Equipment  Vendors 

- Independent  Maintenance  Companies 

- The  Dealer/Distributor  portion  of  the  indirect  equipment  reseller  market. 

• Non-customer  services  vendor  revenues  refer  to  user  expenditure,  for 
customer  services,  with  vendors  for  whom  customer  services  revenues  are 
not  considered  a primary  revenue  stream.  This  portion  of  the  market  results 
from  the  following  activities: 

- The  systems  integration  (SI)  and  turnkey  systems  segments  of  the  indirect 
equipment  reseller  market.  In  a minority  of  cases,  these  vendors  provide 
service  and  support  for  the  system  platform. 

- Software  and  services  vendors  whose  primary  source  of  revenue  results 
from  such  items  as  custom  software  development  will  sometimes  also 
provide  systems  support. 

- Non-industry  vendors  such  as  building/construction  companies  or 
specialist  product  and  building  services  companies  that  provide 
environmental  services.  Provision  of  these  services  is  a secondary  aspect 
to  the  vendor’s  main  line  of  business;  for  example,  a specialist  air 
conditioning  company  might  service  many  industry  sectors,  with  systems 
for  a whole  range  of  applications  besides  computer  room  air  conditioning. 

The  captive  portion  of  the  customer  services  market  relates  to  the  provision  of 
services  for  which  the  user  does  not  pay  separately.  For  example: 

• Systems  software  support  charges  may  be  bundled  as  part  of  the  software 
license  fee  rather  than  paid  for  separately  by  the  user.  Equipment  vendors 
who  wholly  or  partly  charge  for  systems  software  support  in  this  way 
include  IBM,  ICL  and  Bull. 

• Users  who  wholly  or  partly  provide  their  own  customer  services  from  the 
use  of  in-house  resources.  In  this  case  the  charges  for  services  are  accrued 
as  an  in-house  cost  and  therefore  do  not  result  in  external  expenditure. 
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2.  Total  Customer  Services  Market  in  Western  Europe,  1993 

An  estimate  for  the  size  of  the  total  customer  services  market  for  1993  in 
Europe  is  provided  by  Exhibit  III-4,  This  estimate  includes  both  open  market 
user  expenditure  for  services  paid  for  separately  and  the  captive  portion  of  the 

market. 

EXHIBIT  1 1 1-4 
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Exhibit  III-4  indicates  that  in  1993  the  total  customer  services  market  is 
anticipated  to  amount  to  almost  $37  billion  ($36  billion  in  1992).  User 
expenditure  for  customer  services  represents  77%  (78%  in  1992)  of  this  total, 
the  remaining  23%  (1992:  22%)  forming  the  captive  portion  of  the  market. 

User  expenditure  for  customer  services  in  the  open  market — that  is,  services 
paid  for  separately — will  total  about  $28.3  billion.  Of  this  amount  about  69% 
(1992:  72%)  of  user  expenditure  will  be  with  customer  services  vendors,  i.e., 
vendors  for  whom  customer  services  is  considered  a primary  source  of 
revenue.  The  remaining  user  expenditure  is  split  between  just  under  9% 
(1992:  3%)  allocated  to  software  and  services  vendors,  and  just  over  22% 
(1992:  25%)  earned  by  non-industry  vendors. 

The  user  expenditure  for  customer  services  provided  by  non-industry  vendors 
is  principally  for  environmental  services  provided  by  building/construction 
companies,  and  specialist  building  services  and  product  companies.  These 
companies  provide  environmental  services  to  computer  users,  often  as  a 
secondary  activity  to  their  normal  business  activities.  This  portion  of  the 
market  is  being  investigated  more  fully  in  INPUT’S  1993  Executive 
Perspective  report.  Environmental  Services  Market  in  Europe,  1993-1998. 

The  captive  portion  of  the  customer  services  market  is  in  two  parts. 

• The  first  part  is  systems  software  support  revenues,  collected  as  an  item 
which  is  bundled  with  the  software  licence  fee,  accounting  for  over  7% 
(1992:  7%)  of  the  captive  market. 

• The  second  and  larger  part  of  the  captive  portion  of  the  customer  services 
market  results  from  user  self-service,  and  the  primary  area  in  which  this  is 
effective  is  the  in-house  provision  of  environmental  services.  User  self 
service  accounts  for  the  remaining  93%  (1992:  93%)  of  the  captive  portion 
of  the  market,  of  which  almost  48%  (1992:  52%)  is  related  to  the  provision 
of  environmental  services. 

The  high  environmental  services  content  of  user  self-service  is  anticipated  to 
reach  $3.8  billion. 

User  expenditure  for  customer  services  is  broken  down  as  follows: 

• 53%  (55%  in  1992)  for  hardware  maintenance 

• 27%  (31%)  for  environmental  services 

• 6%  (6%)  for  systems  software  support 

• 9%  (5%)  for  education  and  training 

• 4%  (2%)  for  other  professional  services 

• 1%  (1%)  for  business  continuity  services. 
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In  comparison  with  these  figures  for  user  expenditure,  the  captive  portion  of 
the  customer  services  market  is  made  up  as  follows: 

• 2%  (2%  in  1992)  for  hardware  maintenance 

• 45%  (48%)  for  environmental  services 

• 9%  (8%)  for  systems  software  support 

• 31%  (30%)  for  education  and  training 

• 13%  (12%)  for  other  professional  services 

• 0%  (0%)  for  business  continuity  services. 

3.  Indirect  Sales  Channels 

Exhibit  ni-5  indicates  an  assessment  of  the  distribution  of  customer  services 
revenues  that  accrue  as  a result  of  equipment  marketed  through  indirect  sales 
channels  in  the  first  year  after  installation. 

Four  primary  indirect  sales  channels  are  illustrated  by  Exhibit  HI-5: 

• Systems  Integrators 

• Turnkey  Suppliers 

• Dealers/Distributors 

• OEMs. 

The  first  two  categories  are  part  of  the  wider  community  of  independent 
software  and  services  companies.  The  third  category  covers  vendors  who 
resell  without  any  significant  customisation  of  the  systems  sold.  The  fourth 
category  covers  the  cases  where  one  hardware  supplier  is  reselling  another’s 
equipment,  usually  as  part  of  a total  configuration  carrying  the  reseller’s 
badge. 

The  total  value  of  equipment  sold  in  Europe  through  indirect  sales  channels  is 
estimated  in  1993  to  be  set  to  reach  $18  billion  ($16  billion  in  1992).  The 
customer  services  revenues  attributed  to  this  level  of  sales  is  about  $7  billion, 
of  which  hardware  service  is  only  $1  billion  because  we  are  dealing  with  the 
first  year  after  installation.  The  main  components  of  customer  services  for  the 
first  year  are: 

• Environmental  services 

• Education  & Training 

• Professional  Services. 
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About  40%  of  these  customer  services  revenues  are  the  result  of  indirect  sales 
through  systems  integrators  or  turnkey  suppliers.  A majority  of  the 
maintenance  component  of  these  revenues  are  collected  by  equipment 
vendors,  due  to  the  high  percentage  of  indirect  sales  partners  who  are  non- 
servicing. 

By  comparison,  the  percentage  of  customer  services  revenues  that  result  from 
sales  of  equipment  through  dealers/distributors  and  OEMs  and  are  collected 
by  equipment  vendors  is  much  lower,  but  is  increasing  rapidly.  It  is  estimated 
to  be  around  20%  (10%  in  1992).  The  larger  portion  of  customer  services 
revenues  due  to  sales  through  these  channels  is  obtained  by  the  independent 
maintenance  companies,  the  independent  services  companies  and  the  dealer/ 
distributor  channels. 


CMF 


Copyright  1993  by  INPUT.  Reproduction  Prohibited 


ni-13 


CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


EXHIBIT  111-5 


Customer  Services  Revenues  from 
Indirect  Sales  Channels,  1992 
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European  Customer  Services  Market, 
1993-1998 


A 

Introduction 


Forecasts  for  the  growth  of  user  expenditure  on  customer  services  in  Europe 
are  presented  in  this  section  of  the  study.  For  both  country  market  and  service 
sector  growth,  forecasts  are  presented  in  U.S.  dollars  and  ECUs,  converted 
from  local  currencies. 


B 

Leading  Vendor  Customer  Services  Revenues 

A breakdown  of  the  1992  customer  services  revenues  of  the  20  leading 
customer  services  vendors  in  Europe  is  provided  in  Exhibit  IV- 1.  The  figures 
are  shown  in  U.S.  dollars  and  are  tabulated  by  service  sector. 
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EXHIBIT  IV-1 

Top  20  Leading  Service  Vendors  by 
European  Customer  Services  Revenues,  1992 
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0 
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0 
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Customer  Services  Market  in  Western  Europe 

1.  Country  Market  Growth,  1993-1998 

Exhibit  IV- 2 provides  INPUT’S  forecast  for  the  growth  of  the  customer 
services  market  in  the  16  Western  European  country  markets  and  in  Eastern 
Europe  (taken  as  one  group),  over  the  five-year  period  1993  to  1998, 
converted  to  U.S.  dollars  from  local  currencies. 

The  growth  of  the  customer  services  market  in  Europe  has  been  severely 
marked  down  by  INPUT  to  take  account  of  the  effects  of  economic  recession. 
Growth  figures  provided  by  Exhibit  IV-2  include  an  allowance  for  inflation, 
which  at  the  overall  European  is  calculated  at  3%  (compared  with  4%  shown 
in  1992). 

The  European  customer  services  market  is  estimated  at  $28  billion  for  1993 
and  is  forecast  to  grow  at  a 3%  CAGR  to  reach  approximately  $33  billion  by 
1998. 

Exhibit  IV-3  provides  the  same  forecast  in  ECUs. 
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EXHIBIT  SV-2 


Country  Market  Growth 
European  Customer  Services,  1993-1998 


Market  Size  ($  Millions)  ! 

Country 

Market 

1992 

Growth 

1992-1993 

(Percent) 

1993 

1998 

CAGR 

1993-1998 

(Percent) 

France 

5,030 

3 

5,190 

5,700 

2 

Germany 

5,840 

3 

6,040 

6,250 

1 

United  Kingdom 

4,800 

4 

4,970 

5,840 

3 

Italy 

2,970 

3 

3,040 

3,430 

2 

Sweden 

1,080 

7 

1,160 

1,430 

4 

Denmark 

600 

5 

630 

735 

3 

Norway 

570 

4 

595 

715 

4 

Finland 

405 

1 

410 

400 

0 

Netherlands 

1,780 

5 

1,875 

2,440 

5 

Belgsum/Luxembourg 

775 

5 

810 

985 

4 

Spain 

1,155 

7 

1,235 

1,690 

6 

Switzerland 

1,165 

3 

1,200 

1,455 

4 

Austria 

510 

4 

530 

595 

2 

Greece 

80 

7 

85 

125 

8 

Ireland 

180 

5 

185 

240 

5 

Portugal 

130 

10 

145 

230 

10 

Eastern  Europe 

260 

13 

290 

630 

17 

TOTAL  (Rounded) 

27,300 

4 

28,300 

32,800 

3 

Note:  Totals  may  not  add  due  to  rounding;  also,  some  growth  rates  may  appear  incorrect  due  to  rounding. 
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EXHIBIT  IV-3 


Country  Market  Growth 
European  Customer  Services,  1993-1998 


Market  Size  (ECU  Millions) 

Country 

Market 

1992 

Growth 

1992-1993 

(Percent) 

1993 

1998 

CAGR 

1993-1998 

(Percent) 

France 

3,975 

3 

4,100 

4,500 

2 

Germany 

4,615 

3 

4,770 

4,940 

1 

United  Kingdom 

3,790 

4 

3,925 

4,610 

3 

Italy 

2,345 

3 

2,400 

2,710 

2 

Sweden 

855 

7 

915 

1,130 

4 

Denmark 

475 

5 

450 

565 

3 

Norway 

450 

4 

470 

565 

4 

Finland 

320 

1 

325 

315 

0 

Netherlands 

1,410 

5 

1,480 

1,930 

5 

Belgium/Luxembourg 

610 

5 

640 

780 

4 

Spain 

910 

7 

975 

1,340 

6 

Switzerland 

920 

3 

950 

1,150 

4 

Austria 

400 

4 

420 

470 

2 

Greece 

65 

7 

70 

100 

8 

Ireland 

140 

5 

145 

190 

5 

Portugal 

100 

10 

115 

180 

10 

Eastern  Europe 

205 

13 

230 

500 

17 

TOTAL  (Rounded) 

21 ,570 

4 

22,360 

25,910 

3 

Note:  Totals  may  not  add  due  to  rounding:  also,  some  growth  rates  may  appear  incorrect  due  to  rounding. 
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2.  Service  Sector  Growth,  1993-1998 

Exhibit  IV -4  provides  a forecast  for  the  growth  of  user  expenditure  for 
customer  services  in  Europe  segmented  by  service  sector.  Data  presented  in 
this  exhibit  has  been  converted  to  U.S.  dollars  from  local  currencies. 

The  growth  of  the  hardware  service  sector  in  Europe  is  forecast  to  be  negative, 
at  a CAGR  of  -1%  over  the  five-year  period  1993  to  1998.  This  growth  figure 
includes  an  allowance  for  inflation  of  approximately  3%,  indicating  that  the 
hardware  service  sector’s  real  decline  is  larger  than  that  shown  by  the  actual 
figures,  i.e.,  there  is  a real  decline  of  about  4%  per  annum  over  the  forecast 
period. 

In  1993  user  expenditure  for  hardware  service  represents  52%  of  the  total 
customer  services  market.  This  figure  is  forecast  to  decrease  to  43%  by  1998. 

Growth  in  the  non-maintenance  service  sectors  remains  relatively  healthy. 
User  expenditure  in  these  sectors  is  forecast  to  grow  at  a CAGR  of  almost  7%, 
a rate  that  is  almost  double  the  estimated  overall  rate  of  inflation  in  Europe. 

Growth  in  user  expenditure  for  non-maintenance  services  is  as  follows: 

• Environmental  services:  In  1993,  user  expenditure  is  estimated  at  27%  of 
the  total  for  customer  services,  growing  to  over  30%  by  1998. 

• Systems  software  support:  In  1993,  user  expenditure  is  estimated  at  about 
7%  of  the  total  for  customer  services,  growing  slowly  to  approximately  8% 
by  1998. 

• Education  and  Training:  In  1993,  user  expenditure  is  estimated  at  9%  of  the 
total  for  customer  services.  Its  share  is  growing  slowly  and  the  sector  will 
account  for  over  10%  in  1998. 

c Professional  Services:  In  1993,  the  sector  will  account  for  4%  of  user 
expenditure,  rising  to  take  5%  by  1998. 

• Business  continuity  services  will  grow  from  a 1%  share  in  1993  to  over  3% 
in  1998. 

Exhibit  IV-5  provides  a forecast  for  the  growth  of  user  expenditure  for 
customer  services  expressed  in  ECUs.  Data  in  this  exhibit  is  again  segmented 
by  service  sector  and  has  been  converted  from  local  currency  to  ECUs. 
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EXHIBIT  IV-4 


Customer  Services  Market  Forecast, 
1993-1998  - Europe  (U.S.  Dollars) 


Market  Size  ($  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992 

1993 

1994 

1995 

1996 

1997 

1998 

1993 

Sector 

1993 

1998 

Hardware 

Service 

14,662 

1% 

14,871 

15,010 

14,986 

14,840 

14,564 

14,068 

-1% 

Environmental 

Services 

7,190 

6% 

7,614 

8,040 

8,477 

8,946 

9,431 

9,928 

5% 

System  Software 
Support 

1,698 

7% 

1,817 

1,962 

2,122 

2,296 

2,478 

2,671 

8% 

Education  & 
Training 

2,492 

5% 

2,621 

2,744 

2,882 

3,042 

3,225 

3,429 

6% 

Professional 

Services 

895 

13% 

1,007 

1,111 

1,220 

1,338 

1,491 

1,668 

11% 

Business 

Continuity 

Services 

341 

20% 

410 

489 

580 

699 

851 

1,032 

20% 

Total 

Customer 

Services 

(Rounded) 

27,280 

4% 

28,340 

29,360 

30,270 

31,160 

32,040 

32,800 

3% 

Annual  Growth 
(Percent) 

4% 

4% 

3% 

3% 

3% 

2% 

All  Other 
Services 

51 ,650 

5% 

54,177 

58,402 

63,312 

69,982 

77,285 

84,529 

9% 

Note:  Totals  may  not  add  due  to  rounding:  also,  some  growth  rates  may  appear  incorrect  due  to  rounding. 
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EXHIBIT  IV-5 

Customer  Services  Market  Forecast, 
1993-1998  - Europe  (ECUs) 


Market  Size  ($  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992 

1993 

1994 

1995 

1996 

1997 

1998 

1993 

Sector 

1993 

1998 

Hardware 

Service 

1 1 ,580 

1% 

1 1 ,750 

1,1860 

1 1 ,840 

1 1 ,725 

1 1 ,505 

11,110 

-1% 

Environmental 

Services 

5,680 

6% 

6,015 

6,350 

6,700 

7,070 

7,450 

; 7,840 

5% 

System 

Software 

Support 

1,340 

7% 

1,435 

1,550 

1,675 

1,815 

1,560 

2,110 

8% 

Education  & 
Training 

1,970 

5% 

2,070 

2,170 

2,775 

2,405 

2,550 

2,710 

6% 

Professional 

Services 

710 

13% 

795 

875 

965 

1,055 

1,180 

1,320 

11% 

Business 

Continuity 

Services 

270 

20% 

325 

385 

460 

550 

670 

820 

20% 

Total 

Customer 

Services 

(Rounded) 

21 ,550 

4% 

22,390 

22,195 

23,910 

24,620 

25,310 

25,910 

3% 

Annua!  Growth 
(Percent) 

4% 

4% 

3% 

3% 

3% 

2% 

All  Other 
Services 

40,800 

5% 

42,800 

46,140 

50,020 

52,290 

61 ,060 

66,780 

9% 

Note:  Totals  may  not  add  due  to  rounding;  also,  some  growth  rates  may  appear  incorrect  due  to  rounding. 
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European  Customer  Services  Country 
Market  Forecasts,  1993-1998 


This  chapter  contains  the  exhibits  illustrating  market  sizes  and  growth 
forecasts  for  customer  services  in: 

• Sixteen  individual  Western  European  country  markets 

• The  Eastern  European  countries,  shown  as  a single  group  of  countries  in  one 
set  of  exhibits  (see  Chapter  I for  the  list  of  countries  covered). 

The  analyses  are  presented  in  local  currency  for  each  individual  country 
market  and  are  structured  as  a set  of  two  exhibits: 

• Market  size  and  structure  in  1992;  this  is  INPUT’S  measurement  of  total 
user  expenditure  for  customer  services.  The  structure  of  the  market  is 
segmented  by  the  top  ten  leading  vendors  in  each  country  and  identifies  the 
revenues  of  the  five  types  of  vendors  who  are  active  in  the  market: 

• Systems  Vendors 

• Independent  Maintenance  Organisations 

• Dealers,  Distributors  and  VARs 

• Independent  Software  and  Services  Vendors 

• Non-IT  Industry  Vendors  (mainly  construction  and  building  services  ven- 
dors). 

• A five-year  forecast  for  the  growth  of  user  expenditure  for  customer  ser- 
vices covering  the  period  1993  to  1998,  and  the  base  year  of  1992.  Each 
country  market  forecast  is  segmented  by  service  sector: 

- Hardware  Service 

- Environmental  Services 

- Systems  Software  Support 

- Education  and  Training 

- Professional  Services 

- Business  Continuity  Services. 
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The  country  markets  included  in  the  forecast  are  as  follows: 

• France;  Exhibits  V-l  to  V-2 

• Germany;  Exhibits  V-3  to  V-4 

• The  United  Kingdom;  Exhibits  V-5  to  V-6 

■ Italy;  Exhibits  V-7  to  V-8 

• Sweden;  Exhibits  V-9  to  V- 10 

• Denmark;  Exhibits  V-ll  toV-12 
° Norway;  Exhibits  V-13toV-14 

• Finland;  Exhibits  V-l 5 to  V-l 6 

• The  Netherlands;  Exhibits  V-17toV-18 

• Belgium;  Exhibits  V-19  to  V-20 

• Spain;  Exhibits  V-2 1 to  V-22 

• Switzerland;  Exhibits  V-23  to  V-24 

• Austria;  Exhibits  V-25  to  V-26 

• Greece;  Exhibits  V-27  to  V-28 

• Ireland;  Exhibits  V-29  to  V-3Q 

■ Portugal;  Exhibits  V-31  to  V-32 

• Eastern  Europe;  Exhibits  V-33  to  V-34. 

The  equivalent  exhibits  showing  market  sizes  and  growth  rates  in  U.S.  dollars 
are  contained  in  Appendix  C. 
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EXHIBIT  V-1 


Customer  Services  Revenues,  1992  - France 

(FF  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

IBM 

2,679 

280 

0 

205 

71 

60 

3,295 

2,306 

Bull 

2,262 

215 

154 

195 

54 

0 

2,880 

918 

Digital 

899 

210 

299 

89 

62 

4 

1,564 

748 

Thompson 

971 

18 

11 

0 

72 

0 

1,072 

138 

Unisys 

421 

210 

55 

58 

44 

27 

814 

174 

Siemens-Nixdorf 

684 

32 

3 

22 

11 

2 

753 

311 

HP 

473 

50 

42 

30 

40 

12 

648 

0 

AT&T 

424 

27 

11 

22 

23 

0 

507 

675 

Olivetti 

395 

21 

9 

10 

21 

0 

456 

303 

Wang 

237 

45 

17 

8 

17 

0 

325 

9 

Other 

Systems  Vendors 

3,275 

252 

200 

116 

180 

5 

4,030 

1,800 

IMOs  (1) 

1,330 

100 

20 

12 

45 

10 

1,520 

800 

VARs  (2) 

250 

120 

24 

10 

65 

0 

470 

300 

ISVs  (3) 

200 

20 

255 

2,373 

15 

220 

3,080 

56,000 

Non-IT  Industry 
Vendors  (4) 

0 

5,000 

0 

0 

50 

0 

5,050 

210 

Total  Market 

14,500 

6,600 

1,100 

3,150 

770 

340 

26,460 

64,690 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  V-2 


Customer  Services  Market  Forecast,  1993-1998 

France 


Market  Size  (FF  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998  ; 

Hardware  Service 

14,500 

1% 

14,650 

14,650 

14,504 

14,213 

13,787 

13,100 

-2% 

Environmental 

Services 

6,600 

5% 

6,900 

7,245 

7,607 

7,988 

8,387 

8,810 

5% 

System 

Software  Support 

1,100 

5% 

1,160 

1,218 

1,291 

1,381 

1,492 

1,630 

7% 

Education 
and  Training 

3,150 

6% 

3,350 

3,518 

3,658 

3,805 

3,995 

4,230 

5% 

Professional 

Services 

770 

10% 

850 

935 

1,029 

1,121 

1,211 

1,310 

9% 

Business 

Continuity 

Services 

340 

18% 

400 

464 

543 

641 

762 

910 

18% 

Total  Customer 
Services 

26,460 

3% 

27,310 

28,030 

28,630 

29,150 

29,630 

29,990 

2% 

Annual  Growth 
(Percent) 

3% 

3% 

2% 

2% 

2% 

1% 

‘ALL 

Other  Services 

64,690 

6% 

68,800 

71,140 

74,060 

78,780 

82,410 

94,440 

7% 

SOURCE:  INPUT 


*This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  III  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  V-3 

Customer  Services  Revenues,  1992  - Germany 

(DM  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

Siemens-Nixdorf 

1,116 

74 

11 

83 

41 

9 

1,335 

929 

IBM 

946 

121 

0 

78 

29 

14 

1,188 

1,184 

Digital 

330 

74 

119 

35 

25 

5 

588 

8 

HP 

140 

21 

17 

13 

17 

5 

212 

295 

Unisys 

112 

23 

12 

13 

10 

6 

176 

31 

Bull 

116 

27 

6 

6 

3 

0 

158 

51 

Comparex 

127 

10 

5 

2 

2 

2 

148 

0 

AT&T  (NCR) 

117 

7 

3 

4 

4 

0 

136 

47 

Olivetti 

78 

7 

3 

4 

8 

0 

99 

9 

Sun 

62 

5 

12 

4 

4 

0 

87 

3 

Other  Systems 

Vendors 

1,000 

165 

48 

60 

36 

9 

1,320 

300 

IMOs  (1) 

252 

30 

12 

8 

16 

3 

320 

30 

VARs  (2) 

280 

35 

30 

11 

70 

0 

430 

4 

ISVs  (3) 

75 

0 

290 

680 

25 

57 

1,130 

12,700 

Non-IT  Industry 

Vendors  (4) 

0 

1,700 

0 

0 

30 

0 

1,730 

0 

Total  Market 

4,750 

2,300 

570 

1,000 

320 

110 

9,050 

15,590 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  V-4 


Customer  Services  Market  Forecast,  1993-1998 

Germany 


Market  Size  (DM  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998  j 

Hardware  Service 

4,750 

1% 

4,800 

4,800 

4,700 

4,510 

4,240 

3,820 

-4% 

Environmental 

Services 

2,300 

7% 

2,450 

2,600 

2,730 

2,840 

2,930 

2,990 

4% 

System  Software 
Support 

570 

5% 

600 

640 

680 

730 

780 

830 

7% 

Education  and 
Training 

1,000 

5% 

1,050 

1,100 

1,160 

1,220 

1,270 

1,320 

5% 

Professional 

Services 

320 

6%  ' 

340 

370 

400 

440 

480 

520 

9% 

Business 

Continuity 

Services 

110 

9% 

120 

130 

140 

160 

180 

210 

12% 

Total  Customer 
Services 

9,050 

3% 

9,360 

9,640 

9,810 

9,900 

9,880 

9,690 

1% 

Annual  Growth 
(Percent) 

3% 

3% 

2% 

1% 

0% 

-2% 

‘ALL 

Other  Services 

15,590 

“2% 

15,290 

15,790 

17,290 

19,180 

22,080 

24,920 

10% 

SOURCE:  INPUT 


‘This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  IIS  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  V-5 


Customer  Services  Revenues,  1992  - United  Kingdom 

(£  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

ICL  (Fujitsu) 

273 

32 

49 

19 

6 

3 

381 

185 

Digital 

167 

23 

56 

17 

12 

3 

278 

137 

IBM 

210 

20 

0 

20 

5 

10 

265 

183 

HP 

92 

9 

7 

5 

7 

2 

122 

7 

Unisys 

60 

19 

6 

6 

5 

3 

98 

18 

Granada 

80 

2 

0 

0 

2 

10 

93 

19 

Bull 

61 

5 

8 

7 

1 

0 

82 

129 

AT&T 

54 

3 

1 

4 

4 

0 

67 

40 

Olivetti 

44 

3 

1 

1 

3 

0 

53 

8 

Prime 

19 

8 

10 

5 

2 

2 

46 

21 

Other  Systems 

Vendors 

255 

30 

15 

7 

15 

3 

330 

25 

IMOs  (1) 

220 

11 

20 

6 

8 

4 

270 

2 

VARs  (2) 

45 

5 

12 

6 

5 

0 

70 

118 

ISVs  (3) 

20 

0 

90 

88 

20 

25 

240 

4,000 

Non-IT  Industry 

Vendors  (4) 

0 

640 

0 

0 

5 

0 

650 

7 

Total  Market 

1,600 

810 

275 

190 

100 

65 

3,040 

4,900 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/DistributorsA/alue-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


EXHIBIT  V-6 


Customer  Services  Market  Forecast,  1993-1998 

United  Kingdom 


Market  Size  (£  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware  Service 

1,600 

0% 

1,600 

1,600 

1,580 

1,560 

1,530 

1,480 

-2% 

Environmental 

Services 

810 

5% 

850 

890 

930 

980 

1,030 

1,080 

5% 

System 

Software  Support 

275 

9% 

300 

330 

360 

390 

420 

450 

8% 

Education 
and  Training 

190 

3% 

195 

203 

211 

219 

230 

240 

4% 

Professional 

Services 

100 

20% 

120 

- 130 

140 

150 

170 

200 

11% 

Business 

Continuity 

Services 

65 

31% 

85 

110 

140 

170 

210 

250 

24% 

Total  Customer 
Services 

3,040 

4% 

3,150 

3,260 

3,360 

3,470 

3,590 

3,700 

3% 

Annual  Growth 
(Percent) 

4% 

3% 

3% 

3% 

3% 

3% 

‘ALL 

Other  Services 

4,900 

7% 

5,220 

5,470 

5,720 

6,440 

7,120 

7,800 

8% 

SOURCE:  INPUT 


*This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  ill  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


EXHIBIT  V-7 


Customer  Services  Revenues,  1992  - Italy 
(LIT  Billions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

IBM 

620 

71 

0 

48 

12 

10 

759 

987 

Olivetti 

469 

24 

11 

13 

26 

0 

543 

355 

Digital 

154 

36 

59 

18 

12 

1 

280 

948 

Bull 

168 

19 

8 

5 

4 

0 

205 

230 

HP 

75 

8 

6 

5 

6 

2 

101 

243 

Siemens-Nixdorf 

82 

5 

1 

7 

3 

1 

99 

148 

Unisys 

53 

10 

6 

6 

5 

3 

82 

3 

AT&T  (NCR) 

41 

3 

1 

1 

1 

0 

47 

124 

Prime 

20 

2 

6 

1 

3 

0 

32 

0 

Wang 

20 

3 

2 

1 

2 

0 

29 

0 

Other  Systems 

Vendors 

172 

40 

23 

12 

14 

0 

261 

137 

IMOs  (1) 

195 

10 

5 

3 

3 

1 

217 

3 

VARs  (2) 

260 

45 

4 

3 

4 

0 

316 

6 

ISVs  (3) 

Non-IT  Industry 

10 

25 

98 

115 

5 

8 

261 

3,600 

Vendors  (4) 

1 

800 

0 

3 

0 

0 

804 

0 

Total  Market 

2,340 

1,100 

230 

240 

100 

25 

4,040 

6,785 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


EXHIBIT  V-8 


Customer  Services  Market  Forecast,  1993-1998 

Italy 


Market  Size  (LIT  Billions) 

Service 

Sector 

1992 

Annual 

Growth 

% 

1992- 

1993 

1993 

1994 

1995 

1996 

1997 

1998 

CAGR 

% 

1993- 

1998 

Hardware  Service 

2,340 

1% 

2,355 

2,360 

2,340 

2,290 

2,220 

2,130 

-2% 

Environmental 

Services 

1,100 

5% 

1,155 

1,210 

1,280 

1,370 

1,470 

1,570 

6% 

System 

Software  Support 

230 

4% 

240 

260 

290 

320 

350 

380 

10% 

Education 
and  Training 

240 

4% 

250 

250 

260 

280 

310 

340 

6% 

Professional 

Services 

100 

10% 

110 

120 

130 

140 

160 

180 

10% 

Business 

Continuity 

Services 

25 

12% 

28 

30 

30 

40 

50 

60 

16% 

Total  Customer 
Services 

4,035 

3% 

4,140 

4,230 

4,330 

4,440 

4,560 

4,660 

2% 

Annual  Growth 
(Percent) 

3% 

2% 

2% 

3% 

3% 

2% 

'ALL 

Other  Services 

6,785 

1% 

6,860 

6,910 

7,400 

7,850 

8,700 

9,580 

7% 

SOURCE:  INPUT 


‘This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  III  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


EXHIBIT  V-9 


Customer  Services  Revenues,  1992  - Sweden 

(SK  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

IBM 

746 

49 

0 

49 

16 

14 

874 

531 

ICL  (Fujitsu) 

624 

31 

27 

10 

3 

1 

697 

102 

Digital 

324 

37 

108 

32 

22 

1 

525 

271 

Unisys 

152 

25 

16 

17 

13 

8 

232 

52 

Siemens-Nixdorf 

125 

19 

1 

7 

3 

1 

155 

94 

Bull 

81 

2 

23 

6 

2 

0 

113 

35 

ComputerVision 

87 

12 

7 

1 

3 

0 

111 

4 

HP 

77 

8 

7 

5 

7 

2 

106 

7 

Wang 

62 

9 

5 

3 

5 

0 

85 

3 

AT&T 

63 

4 

2 

2 

2 

0 

72 

11 

Other  Systems 

Vendors 

400 

40 

50 

28 

90 

10 

620 

100 

IMOs  (1) 

320 

5 

10 

10 

30 

6 

380 

172 

VARs  (2) 

480 

15 

15 

50 

30 

0 

590 

100 

ISVs  (3) 

9 

3 

100 

420 

33 

27 

590 

13,900 

Non-IT  Industry 

Vendors  (4) 

0 

1,600 

0 

0 

0 

0 

1,600 

0 

Total  Market 

3,550 

1,860 

370 

640 

260 

70 

6,750 

15,380 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


EXHIBIT  V-10 


Customer  Services  Market  Forecast,  1993-1998 

Sweden 


Market  Size  (SK  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998  j 

Hardware  Service 

3,550 

4% 

3,700 

3,810 

3,890 

3,890 

3,890 

3,850 

1% 

Environmental 

Services 

1,860 

12% 

2,080 

2,290 

2,460 

2,610 

2,740 

2,880 

7% 

System 

Software  Support 

370 

8% 

400 

440 

480 

520 

560 

600 

8% 

Education 
and  Training 

640 

6% 

680 

730 

790 

850 

900 

940 

7% 

Professional 

Services 

260 

15% 

300 

340 

380 

420 

460 

500 

11% 

Business 

Continuity 

Services 

70 

14% 

80 

90 

100 

120 

140 

170 

16% 

Total  Customer 
Services 

6,750 

7% 

7,240 

7,700 

8,100 

8,410 

8,690 

8,940 

4% 

Annual  Growth 
(Percent) 

7% 

6% 

5% 

4% 

3% 

3% 

'ALL 

Other  Services 

15,380 

7% 

16,430 

18,030 

19,130 

20,330 

21,990 

23,610 

8% 

SOURCE:  INPUT 


*This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  III  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE.  1993-1998 


INPUT 


EXHIBIT  V-11 


Customer  Services  Revenues,  1992  - Denmark 

(DK  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

IBM 

545 

62 

0 

40 

13 

4 

664 

426 

ICL  (Fujitsu) 

221 

12 

19 

7 

2 

1 

263 

73 

Digital 

108 

35 

41 

12 

8 

1 

204 

102 

AT&T 

151 

9 

4 

4 

4 

0 

172 

27 

Olivetti 

132 

9 

4 

4 

9 

0 

158 

129 

Siemens-Nixdorf 

90 

6 

1 

5 

2 

1 

104 

69 

Unisys 

59 

12 

6 

7 

5 

3 

92 

20 

HP 

49 

5 

4 

3 

4 

1 

68 

4 

ComputerVision 

42 

12 

4 

1 

2 

0 

61 

3 

Bull 

26 

5 

6 

3 

1 

0 

41 

19 

Other  Systems 

Vendors 

300 

20 

45 

30 

28 

0 

420 

13 

IMOs  (1) 

60 

6 

6 

2 

10 

2 

90 

50 

VARs  (2) 

45 

7 

10 

5 

60 

0 

130 

700 

ISVs  (3) 

23 

0 

70 

117 

10 

2 

220 

7,000 

Non-IT  Industry 

Vendors  (4) 

0 

900 

0 

0 

0 

0 

900 

0 

Total  Market 

1,850 

1,100 

220 

240 

160 

15 

3,590 

8,635 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/DistributorsA/alue-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


EXHIBIT  V 12 


Customer  Services  Market  Forecast,  1993-1998 

Denmark 


Market  Size  (DK  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware  Service 

1,850 

1% 

1,875 

1,850 

1,820 

1,790 

1,770 

1,750 

-1% 

Environmental 

Services 

1,100 

9% 

1,200 

1,260 

1,340 

1,420 

1,510 

1,590 

6% 

System 

Software  Support 

220 

9% 

240 

260 

280 

310 

330 

350 

8% 

Education  and 
Training 

240 

8% 

260 

270 

290 

310 

330 

350 

6% 

Professional 

Services 

160 

13% 

180 

200 

230 

260 

290 

320 

12% 

Business 

Continuity 

Services 

15 

20% 

18 

22 

27 

33 

40 

50 

23% 

Total  Customer 
Services 

3,585 

5% 

3,770 

3,860 

3,990 

4,120 

4,270 

4,410 

3% 

Annual  Growth 
(Percent) 

5% 

2% 

3% 

3% 

4% 

3% 

‘ALL 

Other  Services 

8,635 

7% 

9,220 

9,750 

10,240 

10,740 

1 1 ,260 

10,790 

3% 

SOURCE:  INPUT 


‘This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  III  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


EXHIBIT  V-13 


Customer  Services  Revenues,  1992  - Norway 

(NK  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

IBM 

357 

42 

0 

27 

9 

8 

443 

295 

Norsk  Data 
(Comma) 

189 

13 

29 

3 

31 

1 

266 

63 

Olivetti 

146 

10 

4 

5 

10 

0 

175 

143 

Digital 

103 

8 

34 

10 

7 

1 

162 

84 

ICL  (Fujitsu) 

115 

19 

14 

5 

2 

1 

156 

52 

Siemens-Nixdorf 

115 

6 

0 

3 

2 

0 

127 

45 

Bull 

58 

4 

15 

5 

2 

0 

83 

29 

ComputerVision 

58 

13 

5 

1 

2 

0 

78 

3 

AT&T 

65 

4 

2 

2 

2 

0 

74 

11 

Unisys 

36 

6 

4 

4 

3 

2 

55 

12 

Other  Systems 

Vendors 

400 

20 

15 

25 

20 

13 

490 

208 

IMOs  (1) 

83 

5 

5 

5 

11 

0 

110 

100 

VARs  (2) 

65 

5 

30 

2 

20 

0 

120 

200 

ISVs  (3) 

30 

895 

119 

238 

20 

20 

1,320 

10,000 

Non-IT  Industry 
Vendors  (4) 

0 

0 

0 

0 

0 

0 

0 

0 

Total  Market 

1,820 

1,050 

275 

335 

140 

45 

3,670 

11,245 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


EXHIBIT  V-14 


Customer  Services  Market  Forecast,  1993-1998 

Norway 


Market  Size  (NK  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware  Service 

1,820 

1% 

1,830 

1,850 

1,850 

1,830 

1,790 

1,750 

-1% 

Environmental 

Services 

1,050 

6% 

1,110 

1,180 

1,250 

1,310 

1,380 

1,440 

5% 

System 

Software  Support 

275 

9% 

300 

320 

340 

370 

400 

440 

8% 

Education 
and  Training 

335 

10% 

370 

410 

450 

500 

550 

590 

10% 

Professional 

Services 

140 

7% 

150 

160 

170 

190 

210 

220 

8% 

Business 

Continuity 

Services 

45 

11% 

50 

60 

70 

90 

110 

130 

21% 

Total  Customer 
Services 

3,665 

4% 

3,810 

3,980 

4,130 

4,290 

4,440 

4,570 

4% 

Annual  Growth 
(Percent) 

4% 

4% 

4% 

4% 

3% 

3% 

‘ALL 

Other  Services 

1 1 ,245 

8% 

12,130 

13,130 

14,180 

15,330 

16,540 

17,100 

7% 

SOURCE:  INPUT 


‘This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  III  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


EXHIBIT  V-15 


Customer  Services  Revenues,  1992  - Finland 

(FM  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

ICL  (Fujitsu) 

471 

25 

24 

9 

3 

1 

533 

91 

Digital 

144 

44 

53 

16 

11 

0 

268 

132 

IBM 

201 

26 

0 

14 

5 

4 

249 

148 

Siemens-Nixdorf 

79 

5 

1 

5 

2 

1 

93 

69 

Unisys 

49 

10 

5 

6 

4 

3 

76 

17 

ComputerVision 

40 

10 

3 

1 

2 

0 

55 

2 

AT&T 

25 

2 

1 

1 

1 

0 

29 

4 

Tietotehdas 

0 

0 

10 

2 

2 

4 

18 

423 

Rank  Xerox 

14 

2 

0 

0 

0 

0 

16 

7 

Wang 

7 

3 

2 

1 

2 

0 

15 

1 

Other  Systems 

Vendors 

5 

65 

5 

10 

14 

0 

100 

100 

IMOs  (1) 

15 

22 

1 

0 

10 

0 

50 

21 

VARs  (2) 

0 

2 

1 

2 

10 

0 

20 

245 

ISVs  (3) 

0 

0 

25 

80 

10 

22 

140 

2,400 

Non-IT  Industry 
Vendors  (4) 

0 

360 

0 

0 

0 

0 

360 

0 

Total  Market 

1,050 

575 

130 

145 

75 

35 

2,010 

3,660 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 
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EXHIBIT  V-16 


Customer  Services  Market  Forecast,  1993-1998 

Finland 


Market  Size  (FM  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware  Service 

1,050 

-2% 

1,030 

1,010 

980 

930 

860 

800 

-5% 

Environmental 

Services 

575 

2% 

585 

600 

610 

610 

600 

580 

| 0% 

System 

Software  Support 

130 

8% 

140 

150 

160 

170 

190 

210 

8% 

Education 
and  Training 

145 

3% 

150 

153 

156 

159 

. 164 

170 

3% 

Professional 

Services 

75 

7% 

80 

90 

100 

110 

120 

130 

10% 

Business 

Continuity 

Services 

35 

14% 

40 

50 

60 

70 

80 

100 

20% 

Total  Customer 
Services 

2,010 

1% 

2,025 

2,050 

2,070 

2,050 

2,010 

1,990 

0% 

Annual  Growth 
(Percent) 

1% 

1% 

1% 

-1% 

-2% 

-1% 

‘ALL 

Other  Services 

3,660 

5% 

3,855 

3,990 

4,000 

4,090 

4,300 

4,510 

3% 

SOURCE:  INPUT 


‘This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  III  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  V-17 


Customer  Services  Revenues,  1992  - Netherlands 

(Dfl  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

Getronics 

179 

62 

35 

16 

107 

14 

413 

143 

IBM 

291 

34 

0 

20 

7 

6 

356 

212 

Digital 

120 

10 

40 

12 

8 

1 

192 

101 

Unisys 

74 

14 

8 

8 

6 

4 

115 

25 

Olivetti 

79 

5 

2 

3 

5 

0 

95 

78 

HP 

50 

5 

4 

3 

4 

1 

69 

4 

Siemens-Nixdorf 

56 

3 

0 

3 

1 

0 

64 

40 

Bull 

43 

5 

3 

4 

1 

0 

56 

23 

AT&T 

47 

3 

1 

1 

1 

0 

54 

8 

ICL  (Fujitsu) 

37 

3 

4 

1 

0 

0 

46 

14 

Other  Systems 

Vendors 

400 

25 

25 

12 

6 

4 

470 

26 

IMOs  (1) 

130 

4 

5 

3 

2 

3 

150 

6 

VARs  (2) 

44 

5 

15 

5 

0 

0 

70 

224 

ISVs  (3) 

Non-IT  Industry 

20 

5 

42 

238 

0 

7 

310 

4,350 

Vendors  (4) 

0 

640 

0 

0 

0 

0 

640 

45 

Total  Market 

1,570 

825 

185 

330 

150 

40 

3,100 

5,300 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  V-18 


Customer  Services  Market  Forecast,  1993-1998 

Netherlands 


Market  Size  (Dfl  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware  Service 

1,570 

3% 

1,610 

1,660 

1,690 

1,720 

1,740 

1,750 

2% 

Environmental 

Services 

825 

6% 

875 

930 

1,000 

1,080 

1,180 

1,300 

8% 

System 

Software  Support 

185 

8% 

200 

210 

220 

230 

240 

250 

5% 

Education 
and  Training 

330 

6% 

350 

370 

390 

420 

460 

520 

8% 

Professional 

Services 

150 

17% 

175 

200 

220 

240 

270 

310 

12% 

Business 

Continuity 

Services 

40 

25% 

50 

60 

70 

80 

100 

120 

19% 

Total  Customer 
Services 

3,100 

5% 

3,260 

3,430 

3,590 

3,770 

3,990 

4,250 

5% 

Annual  Growth 
(Percent) 

5% 

5% 

5% 

5% 

6% 

7% 

‘ALL 

Other  Services 

5,300 

9% 

5,770 

6,270 

6,850 

7,570 

8,340 

9,330 

10% 

SOURCE:  INPUT 


‘This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  III  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  V-19 


Customer  Services  Revenues,  1992  - Belgium 

(BF  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

IBM 

2,585 

290 

0 

177 

59 

50 

3,161 

1,907 

Digital 

1,372 

255 

488 

145 

101 

10 

2,370 

1,218 

Siemens-Nixdorf 

1,436 

96 

12 

85 

43 

10 

1,681 

1,219 

Unisys 

984 

96 

106 

112 

86 

52 

1,435 

338 

HP 

690 

74 

62 

45 

60 

18 

948 

60 

Bull 

655 

109 

73 

61 

20 

0 

918 

356 

Olivetti 

704 

47 

20 

23 

49 

0 

843 

689 

Getronics 

382 

133 

75 

35 

57 

30 

711 

476 

AT&T 

402 

25 

11 

10 

11 

0 

460 

71 

Wang 

319 

38 

27 

13 

26 

0 

422 

14 

Other  Systems 

Vendors 

2,500 

130 

280 

150 

70 

7 

3,140 

1,350 

IMOs  (1) 

1,600 

25 

20 

11 

30 

22 

1,710 

223 

VARs  (2) 

400 

11 

8 

82 

9 

0 

510 

300 

ISVs  (3) 

Non-IT  Industry 

170 

0 

320 

1,300 

0 

12 

1,800 

48,000 

Vendors  (4) 

2 

4,650 

0 

0 

0 

0 

4,650 

0 

Total  Market 

14,200 

5,980 

1,500 

2,250 

620 

210 

24,760 

56,220 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  V-20 


Customer  Services  Market  Forecast,  1993-1998 

Belgium 


Market  Size  (BF  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware  Service 

14,200 

3% 

14,650 

15,090 

15,540 

16,010 

16,330 

16,490 

2% 

Environmental 

Services 

5,980 

6% 

6,340 

6,660 

6,990 

7,340 

7,670 

7,980 

5% 

System 

Software  Support 

1,500 

7% 

1,600 

1,760 

1,940 

2,130 

2,340 

2,570 

10% 

Education 
and  Training 

2,250 

6% 

2,390 

2,430 

2,480 

2,550 

2,680 

2,870 

4%  j 

Professional 

Services 

620 

10% 

680 

740 

810 

900 

1,010 

1,150 

11% 

Business 

Continuity 

Services 

210 

7% 

225 

240 

260 

300 

350 

440 

14% 

Total  Customer 
Services 

24,760 

5% 

25,890 

26,920 

28,020 

29,230 

30,380 

31 ,500 

4% 

Annual  Growth 
(Percent) 

5% 

4% 

4% 

4% 

4% 

4% 

‘ALL 

Other  Services 

56,220 

8% 

60,750 

66,240 

71,170 

77,610 

85,490 

91,680 

9% 

SOURCE:  INPUT 


*This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  III  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  V-21 


Customer  Services  Revenues,  1992  - Spain 

(Pta  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Sen/ices 

All 

Other 

Services 

IBM 

16,269 

2,593 

0 

1,108 

385 

138 

20,493 

8,915 

Digital 

5,763 

1,551 

2,131 

635 

440 

11 

10,531 

5,353 

Siemens-Nixdorf 

7,203 

443 

38 

278 

139 

32 

8,134 

3,978 

AT&T 

6,148 

386 

166 

160 

164 

0 

7,024 

1,086 

HP 

5,110 

549 

458 

331 

542 

33 

7,023 

441 

Olivetti 

4,317 

288 

125 

144 

299 

0 

5,173 

4,226 

Unisys 

3,292 

554 

355 

374 

288 

175 

5,038 

1,130 

Bull 

3,539 

295 

253 

218 

73 

0 

4,378 

1,278 

Eltec 

3,590 

450 

1 

1 

0 

0 

4,040 

0 

Sun  Microsystems 

1,108 

89 

206 

66 

66 

0 

1,535 

63 

Other  Systems 

Vendors 

11,000 

700 

700 

350 

300 

0 

13,050 

0 

IMOs  (1) 

6,000 

300 

350 

80 

450 

0 

7,180 

0 

VARs  (2) 

1,500 

800 

650 

100 

50 

0 

3,100 

0 

ISVs  (3) 

250 

1 

1,365 

4,655 

54 

62 

6,390 

160,830 

Non-IT  Industry 

- 

Vendors  (4) 

11 

25,000 

2 

0 

0 

0 

25,010 

0 

Total  Market 

75,100 

34,000 

6,800 

8,500 

3,250 

450 

128,100 

187,300 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/DistributorsA/alue-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  V- 22 


Customer  Services  Market  Forecast,  1993-1998 

Spain 


Market  Size  (Pta  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware 

Service 

75,100 

5% 

78,900 

82,850 

86,160 

89,390 

92,520 

95,000 

4% 

Environmental 

Services 

34,000 

10% 

37,400 

41,140 

44,840 

48,880 

53,280 

58,100 

9% 

System 

Software 

Support 

8,800 

9% 

7,400 

8,360 

9,450 

10,680 

1 1 ,970 

13,400 

13% 

Education 

and  Training 

• 8,500 

4% 

8,800 

• 9,150 

9,610 

10,090 

10,590 

11,100 

5% 

Professional 

Services 

3,250 

23% 

4,000 

4,800 

5,660 

6,510 

7,490 

8,600 

17% 

Business 

Continuity 

Services 

450 

11% 

500 

580 

690 

840 

1,040 

1,300 

21% 

Total  Customer 
Services 

128,100 

7% 

137,000 

146,900 

156,400 

166,400 

176,900 

187,500 

6% 

Annual  Growth 
(Percent) 

7% 

7% 

6% 

6% 

6% 

6% 

‘ALL 

Other  Services 

187,300 

9% 

204,000 

225,800 

249,400 

276,500 

308,700 

343,000 

11% 

SOURCE:  INPUT 


*This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  III  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  V- 23 


Customer  Services  Revenues,  1992  - Switzerland 

(SF  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

Digital 

114 

15 

40 

12 

8 

1 

189 

99 

IBM 

127 

11 

0 

17 

4 

3 

162 

130 

AT&T 

91 

6 

2 

2 

2 

0 

104 

16 

Unisys 

67 

7 

7 

8 

6 

4 

98 

23 

Siemens-Nixdorf 

67 

6 

0 

3 

2 

0 

78 

50 

HP 

30 

3 

3 

2 

3 

1 

41 

3 

Bull 

24 

4 

3 

2 

1 

0 

33 

13 

ICL  (Fujitsu) 

10 

1 

1 

1 

0 

0 

13 

6 

Wang 

4 

0 

3 

1 

3 

0 

11 

1 

Sun  Microsystems 

8 

1 

1 

0 

0 

0 

11 

0 

Other  Systems 

Vendors 

100 

5 

9 

5 

9 

0 

130 

35 

IMOs  (1) 

27 

5 

0 

3 

12 

1 

50 

24 

VARs  (2) 

112 

20 

0 

4 

0 

0 

140 

300 

ISVs  (3) 

0 

0 

20 

100 

0 

5 

130 

1,720 

Non-IT  Industry 
Vendors  (4) 

0 

442 

0 

0 

0 

0 

440 

0 

Total  Market 

780 

525 

90 

160 

50 

15 

1,620 

2,420 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  V-24 


Customer  Services  Market  Forecast,  1993-1998 

Switzerland 


Market  Size  (SF  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware  Service 

780 

1% 

785 

790 

800 

810 

820 

820 

1% 

Environmental 

Services 

525 

5% 

550 

570 

590 

620 

650 

690 

5% 

System 

Software  Support 

90 

6% 

95 

100 

110 

120 

130 

140 

8% 

Education 
and  Training 

160 

0% 

160 

163 

170 

179 

190 

205 

5% 

Professional 

Services 

50 

12% 

56 

62 

68 

76 

87 

100 

12% 

Business 

Continuity 

Services 

15 

33% 

20 

26 

33 

41 

50 

60 

25% 

Total  Customer 
Services 

1,620 

3% 

1,670 

1,710 

1,770 

1,850 

1,930 

2,020 

4% 

Annual  Growth 
(Percent) 

3% 

2% 

4% 

5% 

4% 

5% 

‘ALL 

Other  Services 

2,420 

5% 

2,550 

2,790 

3,060 

3,360 

3,790 

4,180 

10% 

SOURCE:  INPUT 


‘This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 

Chapter  III  section  B-1  „ 

NOTE:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  V-25 


Customer  Services  Revenues,  1992  - Austria 

(Sch  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

IBM 

761 

71 

0 

49 

16 

14 

910 

526 

Siemens-Nixdorf 

490 

22 

4 

31 

15 

4 

566 

441 

Digital 

283 

41 

94 

28 

19 

2 

468 

235 

Unisys 

244 

11 

26 

28 

21 

13 

343 

84 

HP 

123 

13 

11 

8 

11 

3 

169 

11 

Bull 

116 

14 

10 

9 

3 

0 

153 

53 

AT&T 

110 

7 

3 

3 

3 

0 

125 

19 

Compare/ 

75 

6 

3 

1 

1 

0 

86 

3 

ComputerVision 

54 

3 

8 

1 

4 

0 

70 

5 

Thomainfor 

51 

1 

1 

0 

4 

0 

57 

7 

Other  Systems 

Vendors 

360 

30 

29 

30 

5 

0 

450 

40 

IMOs  (1) 

122 

10 

5 

3 

7 

1 

150 

11 

VARs  (2) 

230 

21 

20 

2 

0 

0 

270 

330 

ISVs  (3) 

30 

0 

175 

212 

0 

3 . 

420 

7,600 

Non-IT  Industry 

- 

Vendors  (4) 

0 

1,300 

0 

0 

0 

0 

1,300 

0 

Total  Market 

3,050 

1,550 

390 

405 

110 

40 

5,550 

9,365 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  V-26 


Customer  Services  Market  Forecast,  1993-1998 

Austria 


Market  Size  (Sch  Millions) 

Service 

Sector 

1992 

Annual 

Growth 

% 

1992- 

1993 

1993 

1994 

1995 

1996 

1997 

1998 

CAGR 

% 

1993- 

1998 

Hardware  Service 

3,050 

2% 

3,110 

3,140 

3,170 

3,200 

3,230 

3,260 

1% 

Environmental 

Services 

1,550 

5% 

1,630 

1,700 

1,750 

1,790 

1,810 

1,830 

2% 

System 

Software  Support 

390 

8% 

420 

450 

470 

490 

520 

560 

8% 

Education 
and  Training 

405 

4% 

420 

440 

460 

480 

500 

520 

4% 

Professional 

Services 

110 

9% 

120 

130 

140 

150 

170 

190 

10% 

Business 

Continuity 

Services 

40 

20% 

48 

60 

70 

80 

100 

120 

20% 

Total  Customer 
Services 

5,545 

4% 

5,750 

5,920 

6,060 

6,190 

6,330 

6,480 

2% 

Annual  Growth 
(Percent) 

4% 

3% 

2% 

2% 

2% 

2% 

‘ALL 

Other  Services 

9,365 

9% 

10,190 

11,190 

12,250 

13,430 

14,650 

15,190 

8% 

SOURCE:  INPUT 


*This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  III  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  V-27 


Customer  Services  Revenues,  1992  - Greece 

(Dra  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

Digital 

2,226 

627 

704 

210 

146 

2 

3,914 

1,771 

IBM 

3,073 

263 

0 

216 

72 

60 

3,684 

2,325 

HP 

1,166 

125 

105 

76 

101 

30 

1,603 

101 

Siemens-Nixdorf 

1,012 

202 

0 

0 

0 

0 

1,214 

0 

Bull 

462 

77 

38 

26 

9 

0 

611 

151 

AT&T 

510 

32 

14 

13 

14 

0 

583 

90 

Rank  Xerox 

456 

57 

0 

0 

0 

0 

513 

228 

ComputerVision 

189 

27 

71 

12 

34 

1 

335 

44 

Tandem 

257 

9 

14 

19 

5 

0 

304 

0 

Wang 

95 

33 

21 

10 

120 

0 

280 

11 

Other  Systems 

Vendors 

736 

47 

102 

100 

100 

6 

1,090 

1,160 

IMOs  (1) 

120 

0 

0 

68 

0 

0 

190 

0 

VARs  (2) 

200 

0 

80 

400 

0 

0 

680 

0 

ISVs  (3) 

0 

0 

200 

450 

0 

100 

750 

28,220 

Non-IT  Industry 

- 

Vendors  (4) 

0 

0 

0 

0 

0 

0 

0 

0 

Total  Market 

10,500 

1,500 

1,350 

1,600 

600 

200 

15,750 

34,100 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  V-28 


Customer  Services  Market  Forecast,  1993-1998 

Greece 


Market  Size  (Dra  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware  Service 

10,500 

5% 

1 1 ,000 

1 1 ,550 

12,130 

12,740 

13,380 

14,050 

5% 

Environmental 

Services 

1,500 

10% 

1,650 

1,730 

1,820 

1,910 

2,010 

2,110 

5% 

System 

Software  Support 

1,350 

11% 

1,500 

1,760 

2,080 

2,500 

3,050 

3,750 

20% 

Education 
and  Training 

1,600 

6% 

1,700 

1,820 

1,950 

2,110 

2,280 

2,460 

8% 

Professional 

Services 

600 

17% 

700 

820 

970 

1,140 

1,350 

1 ,590 

18% 

Business 

Continuity 

Services 

200 

25% 

250 

330 

450 

620 

870 

1,170 

36% 

Total  Customer 
Services 

15,750 

7% 

16,800 

18,000 

19,400 

21,000 

22,900 

25,100 

8% 

Annual  Growth 
(Percent) 

7% 

7% 

8% 

8% 

9% 

10% 

ALL 

Other  Services 

34,100 

16% 

39,700 

45,600 

52,600 

61,600 

71 ,500 

82,900 

16% 

SOURCE:  INPUT 


‘This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  IIS  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  V- 29 


Customer  Services  Revenues,  1992  - Ireland 

(IR  £ Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

Digital 

10 

3 

4 

1 

3 

0 

20 

10 

IBM 

9 

2 

0 

0.8 

3 

0.2 

15 

8 

Unisys 

7 

0.3 

0.7 

0.8 

0.6 

0.4 

9 

2 

HP 

5 

0.5 

0.5 

0.3 

0.4 

0.1 

7 

2 

Siemens-Nixdorf 

4 

0.6 

0 

0.1 

0.2 

0 

5 

0 

Bull 

3 

0.6 

0.1 

0.1 

0 

0 

3 

1 

AT&T 

3 

0.2 

0.1 

0.1 

0.1 

0 

3 

1 

Rank  Xerox 

2 

0.3 

0 

0 

0 

0 

2 

1 

Tandem 

1 

0 

0.1 

0.1 

0 

0 

1 

0 

ICL  (Fujitsu) 

0.6 

0.2 

0.3 

0.1 

0 

0 

1 

1 

Other  Systems 

Vendors 

4 

0 

1 

0 

1 

0 

10 

0 

IMOs  (1) 

4 

0 

0 

0 

1 

0 

10 

0 

VARs  (2) 

1 

0 

0 

0 

1 

0 

0 

0 

ISVs  (3) 

0 

0 

3 

5 

0 

2 

10 

165 

Non-IT  Industry 

Vendors  (4) 

0 

13 

0 

0 

0 

0 

10 

0 

Total  Market 

53 

20 

10 

9 

10 

3 

105 

191 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/DistributorsA/alue-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  V»30 


Customer  Services  Market  Forecast,  1993-1998 

Ireland 


Market  Size  (IR  £ Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware  Service 

53 

2% 

55 

56 

57 

57 

57 

56 

1% 

Environmental 

Services 

20 

5% 

21 

22 

23 

24 

24 

24 

3%  1 

System 

Software  Support 

10 

8% 

11 

12 

13 

14 

15 

16 

8% 

Education 
and  Training 

9 

4% 

9 

10 

10 

11 

12 

13 

6% 

Professional 

Services 

10 

10% 

11 

12 

13 

15 

16 

19 

11% 

Business 

Continuity 

Services 

3 

17% 

4 

4 

5 

6 

7 

9 

19%  ! 

Total  Customer 
Services 

105 

5% 

110 

120 

122 

126 

131 

140 

5% 

Annual  Growth 
(Percent) 

5% 

9% 

2% 

3% 

4% 

7% 

ALL 

Other  Services 

191 

6% 

220 

230 

249 

264 

288 

320 

8% 

SOURCE:  INPUT 


*This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  III  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 


V-32 


Copyright  1993  by  INPUT.  Reproduction  Prohibited. 


CMF 


CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


EXHIBIT  V-31 


Customer  Services  Revenues,  1992  - Portugal 

(Esc  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

Unisys 

1,937 

41 

209 

220 

169 

103 

2,680 

665 

Digital 

1,521 

429 

481 

143 

99 

1 

2,675 

1,210 

IBM 

2,100 

180 

0 

148 

49 

41 

2,518 

1,589 

HP 

797 

86 

71 

52 

69 

21 

1,095 

69 

Siemens-Nixdorf 

691 

138 

0 

0 

0 

0 

830 

0 

Bull 

315 

53 

26 

18 

6 

0 

418 

103 

AT&T 

349 

22 

9 

9 

9 

0 

398 

62 

Rank  Xerox 

311 

39 

0 

0 

0 

0 

350 

156 

ComputerVision 

129 

18 

49 

8 

23 

1 

229 

30 

Tandem 

176 

6 

10 

13 

3 

0 

208 

0 

Other  Systems 

Vendors 

1,500 

228 

90 

0 

200 

0 

2,020 

302 

IMOs  (1) 

1,000 

10 

4 

0 

42 

0 

1,060 

85 

VARs  (2) 

500 

0 

0 

0 

30 

0 

530 

0 

ISVs  (3) 

74 

0 

0 

69 

0 

33 

180 

10,000 

Non-IT  Industry 

- 

Vendors  (4) 

0 

3,000 

0 

0 

0 

0 

3,000 

0 

Total  Market 

11,400 

4,250 

950 

680 

700 

200 

18,180 

14,270 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  V-32 


Customer  Services  Market  Forecast,  1993-1998 

Portugal 


Market  Size  (Esc  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware  Service 

1 1 ,400 

10% 

12,500 

13,800 

15,200 

16,700 

18,200 

19,700 

10% 

Environmental 

Services 

4,250 

6% 

4,500 

4,900 

5,300 

5,700 

6,000 

6,300 

7% 

System  Software 
Support 

950 

16% 

1,100 

1,300 

1,500 

1,700 

1,900 

2,100 

14% 

Education 
and  Training 

680 

18% 

800 

930 

1,070 

1,220 

1 ,380 

1,550 

14% 

Professional 

Services 

700 

10% 

770 

800 

900 

1,000 

1,200 

1,400 

13% 

Business 

Continuity 

Services 

200 

25% 

250 

300 

400 

500 

600 

700 

23% 

Total  Customer 
Services 

18,180 

10% 

19,920 

22,030 

24,370 

26,820 

29,280 

31 ,750 

10% 

Annual  Growth 
(Percent) 

10% 

11% 

11% 

10% 

9% 

8% 

‘ALL 

Other  Services 

14,270 

24% 

17,630 

21,170 

25,630 

31,130 

37,920 

43,300 

20% 

SOURCE:  INPUT 


*This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  III  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  V-33 


Customer  Services  Revenues,  1992  - Eastern  Europe 

($  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

IBM 

30 

1 

0 

1 

0 

0 

33 

7 

Unisys 

14 

3 

2 

2 

1 

1 

22 

5 

Siemens-Nixdorf 

20 

1 

0 

0 

0 

0 

22 

6 

Digital 

13 

2 

0 

0 

0 

0 

15 

1 

Bull 

2 

9 

0 

0 

0 

0 

11 

0 

ICL  (Fujitsu) 

4 

1 

1 

0 

0 

0 

6 

2 

Rank  Xerox 

4 

0 

0 

0 

0 

0 

4 

2 

Tandem 

2 

0 

0 

0 

0 

0 

2 

0 

AT&T 

2 

0 

0 

0 

0 

0 

2 

0 

HP 

1 

0 

0 

0 

0 

0 

1 

0 

Other  Systems 

Vendors 

9 

1 

2 

2 

3 

0 

20 

2 

IMOs  (1) 

0 

1 

0 

0 

0 

0 

0 

0 

VARs  (2) 

50 

0 

0 

0 

3 

0 

50 

0 

ISVs  (3) 

10 

0 

7 

25 

2 

0 

40 

16 

Non-IT  Industry 
Vendors  (4) 

0 

25 

0 

0 

0 

0 

30 

0 

Total  Market 

160 

45 

12 

30 

10 

1 

260 

40 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  V-34 


Customer  Services  Market  Forecast,  1993-1998 

Eastern  Europe 


Market  Size  ($  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware  Service 

160 

13% 

180 

205 

236 

267 

299 

330 

13% 

Environmental 

Services 

45 

7% 

48 

53 

61 

72 

91 

120 

20% 

System  Software 
Support 

12 

8% 

13 

15 

17 

19 

22 

25 

14% 

Education 
and  Training 

30 

20% 

36 

42 

50 

60 

70 

80 

17% 

Professional 

Services 

10 

20% 

12 

14 

17 

20 

24 

30 

20% 

Business 

Continuity 

Services 

1 

50% 

2 

2 

4 

10 

20 

40 

93% 

Total  Customer 
Services 

260 

13% 

290 

330 

390 

450 

530 

630 

17% 

Annual  Growth 
(Percent) 

13% 

14% 

18% 

15% 

18% 

19% 

‘ALL 

Other  Services 

40 

50% 

60 

80 

100 

130 

170 

350 

42% 

SOURCE:  INPUT 


*This  Sine  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 

Chapter  III  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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Leading  Equipment  Vendor 
Customer  Services  Revenues 


EXHIBIT  A-1 


European  Revenues- Amdahl 
Customer  Services,  1 992  ($  Millions) 


Country 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

TOTAL  - 

ALL  COUNTRIES 

132 

3 

5 

6 

15 

2 

163 

4 

France 

14 

0 

0 

1 

1 

0 

16 

0 

Germany 

28 

1 

1 

1 

3 

1 

35 

0 

U.K. 

49 

1 

2 

2 

5 

1 

60 

0 

Italy 

10 

0 

0 

0 

1 

0 

11 

1 

Netherlands 

Belgium/ 

6 

0 

0 

0 

1 

0 

7 

1 

Luxembourg 

5 

0 

0 

0 

1 

0 

6 

0 

Spain 

1 

0 

0 

0 

0 

0 

1 

1 

Switzerland 

4 

0 

0 

0 

0 

0 

4 

1 

Austria 

2 

0 

0 

0 

0 

0 

2 

0 

Sweden 

2 

0 

0 

0 

0 

0 

2 

0 

Denmark 

5 

0 

0 

0 

1 

0 

6 

0 

Norway 

5 

0 

0 

0 

1 

0 

6 

0 

Finland 

0 

0 

0 

0 

0 

0 

0 

0 

Ireland 

2 

0 

0 

0 

0 

0 

2 

0 

Portugal 

0 

0 

0 

0 

0 

0 

0 

0 

Greece 

0 

0 

0 

0 

0 

0 

0 

0 

Eastern  Europe 

0 

0 

0 

0 

0 

0 

0 

0 

Note:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  A-2 


European  Revenues  - AT&T 
Customer  Services,  1992  ($  Millions) 


Country 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

TOTAL  - 

504 

32 

14 

19 

20 

0 

589 

426 

ALL  COUNTRIES 

France 

81 

5 

2 

4 

4 

0 

96 

129 

Germany 

76 

5 

2 

3 

3 

0 

89 

46 

U.K. 

86 

5 

2 

6 

6 

0 

105 

203 

Italy 

30 

2 

1 

1 

1 

0 

35 

5 

Netherlands 

27 

2 

1 

1 

1 

0 

32 

4 

Belgium/ 

Luxembourg 

13 

1 

0 

0 

0 

0 

14 

2 

Spain 

55 

3 

1 

1 

1 

0 

61 

12 

Switzerland 

66 

4 

2 

2 

2 

0 

76 

11 

Austria 

10 

1 

0 

0 

0 

0 

11 

2 

Sweden 

10 

1 

0 

0 

0 

0 

11 

2 

Denmark 

25 

2 

1 

1 

1 

0 

30 

4 

Norway 

10 

1 

0 

0 

0 

0 

11 

2 

Finland 

5 

0 

0 

0 

0 

0 

5 

2 

Ireland 

5 

0 

0 

0 

0 

0 

5 

2 

Portugal 

3 

0 

0 

0 

0 

0 

3 

0 

Greece 

2 

0 

0 

0 

0 

0 

2 

0 

Eastern  Europe 

2 

0 

0 

0 

0 

0 

2 

0 

Note:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  A-3 


European  Revenues  - Bull 
Customer  Services,  1992  ($  Millions) 


Country 

Hardware 

Environ- 

System 

Education 

Profess- 

Business 

Total 

All 

Service 

mental 

Software 

and 

ional 

Continuity 

Customer 

Other 

Services 

Support 

Training 

Services 

Services 

Services 

Services 

TOTAL  - 

ALL  COUNTRIES 

870 

105 

70 

65 

20 

0 

1,130 

375 

France 

430 

41 

29 

37 

10 

0 

547 

175 

Germany 

75 

17 

4 

4 

2 

0 

102 

40 

U.K. 

97 

8 

12 

11 

2 

0 

130 

30 

Italy 

123 

14 

6 

4 

3 

0 

150 

57 

Netherlands 

Belgium/ 

25 

3 

2 

2 

1 

0 

33 

12 

Luxembourg 

21 

3 

2 

2 

1 

0 

29 

11 

Spain 

32 

3 

2 

2 

1 

0 

40 

11 

Switzerland 

17 

3 

2 

2 

1 

0 

25 

8 

Austria 

11 

1 

1 

1 

0 

0 

14 

5 

Sweden 

13 

0 

4 

1 

0 

0 

18 

6 

Denmark 

4 

1 

1 

1 

0 

0 

7 

3 

Norway 

9 

1 

2 

1 

0 

0 

13 

4 

Finland 

1 

0 

0 

0 

0 

0 

1 

1 

Ireland 

4 

1 

0 

0 

0 

0 

5 

2 

Portugal 

2 

0 

0 

0 

0 

0 

2 

2 

Greece 

3 

0 

0 

0 

0 

0 

3 

0 

Eastern  Europe 

2 

9 

0 

0 

0 

0 

11 

0 

Note:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  A-4 

European  Revenues  - ComputerVision 
Customer  Services,  1992  ($  Millions) 


Country 

Hardware 

Sen/ice 

Environ* 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Sen/ices 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

TOTAL  - 

175 

30 

55 

20 

30 

5 

315 

47 

ALL  COUNTRIES 

France 

27 

3 

15 

4 

10 

0 

59 

12 

Germany 

33 

1 

6 

4 

6 

0 

50 

15 

U.K. 

30 

13 

15 

8 

3 

3 

72 

7 

Italy 

15 

2 

4 

1 

2 

0 

24 

2 

Netherlands 

7 

1 

2 

0 

1 

0 

11 

2 

Belgium/ 

Luxembourg 

5 

1 

1 

0 

1 

0 

8 

0 

Spain 

6 

0 

1 

0 

0 

0 

7 

1 

Switzerland 

6 

0 

1 

0 

0 

0 

7 

1 

Austria 

5 

0 

1 

0 

0 

0 

6 

1 

Sweden 

14 

2 

1 

0 

1 

0 

18 

0 

Denmark 

7 

2 

1 

0 

0 

0 

10 

1 

Norway 

9 

2 

1 

0 

0 

0 

12 

1 

Finland 

8 

2 

1 

0 

0 

0 

11 

1 

Ireland 

1 

0 

0 

0 

0 

0 

1 

1 

Portugal 

1 

0 

0 

0 

0 

0 

1 

1 

Greece 

1 

0 

0 

0 

0 

0 

1 

1 

Eastern  Europe 

0 

0 

0 

0 

0 

0 

0 

0 

Note:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  A-5 

European  Revenues  - Digital  Equipment 
Customer  Services,  1992  ($  Millions) 


Country 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

TOTAL  - 

1,205 

225 

415 

125 

85 

10 

2,065 

1,030 

ALL  COUNTRIES 

France 

171 

40 

57 

17 

12 

1 

298 

142 

Germany 

213 

48 

77 

23 

16 

3 

380 

190 

U.K. 

263 

37 

88 

26 

18 

5 

437 

218 

Italy 

113 

27 

43 

13 

9 

1 

206 

108 

Netherlands 

69 

6 

23 

7 

5 

0 

110 

58 

Belgium/ 

Luxembourg 

43 

8 

15 

5 

3 

0 

74 

38 

Spain 

52 

14 

19 

6 

4 

0 

95 

48 

Switzerland 

82 

11 

29 

9 

6 

0 

137 

71 

Austria 

26 

4 

9 

3 

2 

0 

44 

21 

Sweden 

52 

6 

17 

5 

4 

0 

84 

43 

Denmark 

18 

6 

7 

2 

1 

0 

34 

17 

Norway 

16 

1 

5 

2 

1 

0 

25 

13 

Finland 

29 

9 

11 

3 

2 

0 

' 54 

27 

Ireland 

20 

5 

7 

2 

1 

0 

35 

16 

Portugal 

11 

3 

3 

1 

1 

0 

19 

9 

Greece 

5 

0 

1 

0 

0 

0 

6 

3 

Eastern  Europe 

13 

2 

0 

0 

0 

0 

15 

0 

Note:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  A-6 


European  Revenues  - Getronics 
Customer  Services,  1992  ($  Millions) 


Country 

Hardware 

Environ- 

System 

Education 

Profess- 

Business 

Total 

All 

Service 

mental 

Software 

and 

ionaS 

Continuity 

Customer 

Other 

Services 

Support 

Training 

Services 

Services 

Services 

Services 

TOTAL  - 

ALL  COUNTRIES 

120 

40 

25 

10 

70 

10 

275 

97 

France 

0 

0 

0 

0 

0 

0 

0 

0 

Germany 

0 

0 

0 

0 

0 

0 

0 

0 

U.K. 

0 

0 

0 

0 

0 

0 

0 

0 

Italy 

0 

0 

0 

0 

0 

0 

0 

0 

Netherlands 

Belgium/ 

103 

36 

20 

9 

61 

8 

237 

83 

Luxembourg 

12 

4 

2 

1 

7 

1 

27 

10 

Spain 

5 

2 

1 

0 

3 

0 

11 

4 

Switzerland 

0 

0 

0 

0 

0 

0 

0 

0 

Austria 

0 

0 

0 

0 

0 

0 

0 

0 

Sweden 

0 

0 

0 

0 

0 

0 

0 

0 

Denmark 

0 

0 

0 

0 

0 

0 

0 

0 

Norway 

0 

0 

0 

0 

0 

0 

0 

0 

Finland 

0 

0 

0 

0 

0 

0 

0 

0 

Ireland 

0 

0 

0 

0 

0 

0 

0 

0 

Portugal 

0 

0 

0 

0 

0 

0 

0 

0 

Greece 

0 

0 

0 

0 

0 

0 

0 

0 

Eastern  Europe 

0 

0 

0 

0 

0 

0 

0 

0 

Note:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  A-7 

European  Revenues  - Granada  Computer  Services 
Customer  Services,  1992  ($  Millions) 


Country 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

TOTAL  - 

205 

5 

0 

0 

5 

20 

235 

5 

ALL  COUNTRIES 

France 

14 

0 

0 

0 

0 

1 

15 

1 

Germany 

15 

0 

0 

0 

0 

1 

16 

0 

U.K. 

126 

3 

0 

0 

3 

15 

147 

0 

Italy 

12 

0 

0 

0 

0 

0 

12 

0 

Netherlands 

10 

0 

0 

0 

0 

1 

11 

1 

Belgium/ 

Luxembourg 

7 

0 

0 

0 

0 

1 

8 

1 

Spain 

13 

0 

0 

0 

0 

1 

14 

0 

Switzerland 

4 

0 

0 

0 

0 

0 

4 

0 

Austria 

0 

0 

0 

0 

0 

0 

0 

0 

Sweden 

3 

0 

0 

0 

0 

0 

3 

1 

Denmark 

3 

0 

0 

0 

0 

0 

3 

1 

Norway 

0 

0 

0 

0 

0 

0 

0 

0 

Finland 

0 

0 

0 

0 

0 

0 

0 

0 

Ireland 

0 

0 

0 

0 

0 

0 

0 

0 

Portugal 

0 

0 

0 

0 

0 

0 

0 

0 

Greece 

0 

0 

0 

0 

0 

0 

0 

0 

Eastern  Europe 

0 

0 

0 

0 

0 

0 

0 

0 

Note:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  A-8 

European  Revenues  - Hewlett-Packard 
Customer  Services,  1992  ($  Millions) 


Country 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

Ail 

Other 

Services 

TOTAL  - 

553 

61 

51 

37 

49 

15 

766 

52 

ALL  COUNTRIES 

France 

90 

10 

8 

6 

8 

2 

124 

7 

Germany 

90 

14 

11 

8 

11 

3 

137 

11 

U.K. 

145 

14 

11 

8 

11 

3 

192 

11 

Italy 

55 

6 

5 

3 

4 

1 

74 

5 

Netherlands 

29 

3 

3 

2 

2 

1 

40 

3 

Belgium/ 

Luxembourg 

22 

2 

2 

1 

2 

1 

30 

2 

Spain 

46 

5 

4 

3 

4 

1 

63 

4 

Switzerland 

22 

2 

2 

1 

2 

1 

30 

2 

Austria 

11 

1 

1 

1 

1 

0 

15 

2 

Sweden 

12 

1 

1 

1 

1 

0 

16 

2 

Denmark 

8 

1 

1 

1 

1 

0 

12 

0 

Norway 

5 

1 

0 

0 

0 

0 

6 

1 

Finland 

1 

0 

0 

0 

0 

0 

1 

1 

Ireland 

9 

1 

1 

1 

1 

0 

13 

0 

Portugal 

6 

1 

1 

0 

0 

0 

8 

1 

Greece 

0 

0 

0 

0 

0 

0 

0 

0 

Eastern  Europe 

1 

0 

0 

0 

0 

0 

1 

0 

Note:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  A-9 


European  Revenues  - IBM 
Customer  Services,  1992  ($  Millions) 


Country 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

TOTAL  - 

2,850 

320 

0 

225 

70 

85 

3,550 

2,260 

ALL  COUNTRIES 

France 

509 

53 

0 

39 

14 

11 

626 

439 

Germany 

611 

78 

0 

50 

19 

35 

793 

599 

U.K. 

331 

32 

0 

31 

8 

16 

418 

288 

Italy 

456 

52 

0 

35 

9 

7 

559 

266 

Neterlands 

167 

20 

0 

11 

4 

3 

205 

122 

Belgium/ 

Luxembourg 

81 

9 

0 

6 

2 

2 

100 

59 

Spain 

147 

23 

0 

10 

3 

2 

185 

80 

Switzerland 

91 

8 

0 

12 

3 

3 

117 

93 

Austria 

70 

7 

0 

4 

1 

1 

83 

49 

Sweden 

119 

8 

0 

8 

3 

2 

140 

85 

Denmark 

91 

10 

0 

7 

2 

2 

112 

71 

Nonway 

56 

7 

0 

4 

1 

1 

69 

46 

Finland 

40 

5 

0 

3 

1 

1 

50 

30 

Ireland 

20 

3 

0 

1 

0 

0 

24 

15 

Portugal 

15 

1 

0 

1 

0 

0 

17 

13 

Greece 

15 

1 

0 

0 

0 

0 

16 

3 

Eastern  Europe 

30 

1 

0 

1 

0 

0 

32 

8 

Note:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  A-1Q 


European  Revenues  - ICG 
Customer  Services,  1992  ($  Millions) 


Country 

Hardware 

Environ- 

System 

Education 

Profess- 

Business 

Total 

All 

Service 

mental 

Software 

and 

ional 

Continuity 

Customer 

Other 

Services 

Support 

Training 

Services 

Services 

Services 

Services 

TOTAL  - 

ALL  COUNTRIES 

200 

0 

0 

0 

0 

0 

200 

0 

France 

200 

0 

0 

0 

0 

0 

200 

0 

Germany 

0 

0 

0 

0 

0 

0 

0 

0 

U.K. 

0 

0 

0 

0 

0 

0 

0 

0 

Italy 

0 

0 

0 

0 

0 

0 

0 

0 

Netherlands 

0 

0 

0 

0 

0 

0 

0 

0 

Belgium/ 

Luxembourg 

0 

0 

0 

0 

0 

0 

0 

0 

Spain 

0 

0 

0 

0 

0 

0 

0 

0 

Switzerland 

0 

0 

0 

0 

0 

0 

0 

0 

Austria 

0 

0 

0 

0 

0 

0 

0 

0 

Sweden 

0 

0 

0 

0 

0 

0 

0 

0 

Denmark 

0 

0 

0 

0 

0 

' 0 

0 

0 

Norway 

0 

0 

0 

0 

0 

0 

0 

0 

Finland 

0 

0 

0 

0 

0 

0 

0 

0 

Ireland 

0 

0 

0 

0 

0 

0 

0 

0 

Portugal 

0 

0 

0 

0 

0 

0 

0 

0 

Greece 

0 

0 

0 

0 

0 

0 

0 

0 

Eastern  Europe 

0 

0 

0 

0 

0 

0 

0 

0 

Note:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  A-1 1 


European  Revenues  - ICL 
Customer  Services,  1992  ($  Millions) 


Country 

Hardware 

Environ- 

System 

Education 

Profess- 

Business 

Total 

All 

Service 

mental 

Software 

and 

ional 

Continuity 

Customer 

Other 

Services 

Support 

Training 

Services 

Services 

Services 

Services 

TOTAL  - 

ALL  COUNTRIES 

790 

75 

85 

35 

20 

5 

1,010 

461 

France 

40 

1 

3 

1 

1 

0 

46 

19 

Germany 

13 

1 

2 

1 

0 

0 

17 

12 

U.K. 

430 

50 

60 

26 

14 

5 

585 

328 

Italy 

9 

2 

2 

1 

0 

0 

14 

9 

Netherlands 

21 

2 

2 

1 

0 

0 

26 

9 

Belgium/ 

Luxembourg 

6 

1 

0 

0 

0 

0 

7 

3 

Spain 

5 

1 

1 

0 

0 

0 

7 

5 

Switzerland 

7 

1 

1 

0 

0 

0 

9 

5 

Austria 

3 

0 

0 

0 

0 

0 

3 

3 

Sweden 

100 

5 

3 

1 

1 

0 

110 

19 

Denmar 

37 

2 

3 

1 

1 

0 

44 

14 

Norway 

18 

3 

2 

1 

0 

0 

24 

9 

Finland 

95 

5 

4 

2 

1 

0 

107 

20 

Ireland 

1 

0 

0 

0 

0 

0 

1 

3 

Portugal 

0 

0 

0 

0 

0 

0 

0 

0 

Greece 

1 

0 

0 

0 

0 

0 

1 

0 

Eastern  Europe 

4 

1 

0 

0 

0 

0 

5 

3 

Note:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  A-12 


European  Revenues  - Memorex 
Customer  Services,  1992  ($  Millions) 


Country 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

TOTAL  - 

150 

0 

0 

0 

0 

0 

150 

0 

ALL  COUNTRIES 

France 

30 

0 

0 

0 

0 

0 

30 

0 

Germany 

38 

0 

0 

0 

0 

0 

38 

0 

UK. 

30 

0 

0 

0 

0 

0 

30 

0 

Italy 

15 

0 

0 

0 

0 

0 

15 

0 

Netherlands 

7 

0 

0 

0 

0 

0 

7 

0 

Belgium/ 

Luxembourg 

6 

0 

0 

0 

0 

0 

6 

0 

Spain 

9 

0 

0 

0 

0 

0 

9 

0 

Switzerland 

5 

0 

0 

0 

0 

0 

5 

0 

Austria 

3 

0 

0 

0 

0 

0 

3 

0 

Sweden 

3 

0 

0 

0 

0 

0 

3 

0 

Denmark 

2 

0 

0 

0 

0 

0 

2 

0 

Norway 

1 

0 

0 

0 

0 

0 

1 

0 

Finland 

1 

0 

0 

0 

0 

0 

1 

0 

Ireland 

1 

0 

0 

0 

0 

0 

1 

0 

Portugal 

0 

0 

0 

0 

0 

0 

0 

0 

Greece 

0 

0 

0 

0 

0 

0 

0 

0 

Eastern  Europe 

0 

0 

0 

0 

0 

0 

0 

0 

Note:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  A-13 


European  Revenues  - Olivetti 
Customer  Services,  1992  ($  Millions) 


Country 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

TOTAL  - 

690 

50 

20 

25 

50 

0 

835 

720 

ALL  COUNTRIES 

France 

75 

6 

3 

3 

6 

0 

93 

86 

Germany 

50 

4 

2 

2 

4 

0 

62 

55 

U.K. 

70 

7 

3 

3 

7 

0 

90 

101 

Italy 

345 

18 

8 

9 

19 

0 

399 

262 

Netherlands 

20 

2 

1 

1 

2 

0 

26 

22 

Belgium/ 

Luxembourg 

25 

2 

1 

1 

2 

0 

31 

35 

Spain 

35 

3 

1 

2 

4 

0 

45 

49 

Switzerland 

10 

1 

0 

0 

1 

0 

12 

14 

Austria 

4 

1 

0 

0 

1 

0 

6 

9 

Sweden 

1 

0 

0 

0 

0 

0 

1 

4 

Denmark 

20 

2 

1 

1 

2 

0 

26 

30 

Norway 

20 

1 

1 

1 

1 

0 

24 

21 

Finland 

1 

1 

0 

0 

1 

0 

3 

7 

Ireland 

1 

0 

0 

0 

0 

0 

1 

3 

rtugal 

1 

1 

0 

0 

1 

0 

12 

11 

Greece 

2 

0 

0 

0 

0 

0 

2 

5 

Eastern  Europe 

2 

0 

0 

0 

0 

0 

2 

6 

Note:  Totals  may  not  add  due  to  rounding. 
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European  Revenues  - Oracle 
Customer  Services,  1992  ($  Millions) 


Country 

Hardware 

Environ- 

System 

Education 

Profess- 

Business 

Total 

All 

Service 

mental 

Software 

and 

ional 

Continuity 

Customer 

Other 

Services 

Support 

Training 

Services 

Services 

Services 

Services 

TOTAL  - 

ALL  COUNTRIES 

0 

0 

105 

45 

0 

0 

150 

39 

France 

0 

0 

24 

10 

0 

0 

34 

10 

Germany 

0 

0 

17 

7 

0 

0 

24 

7 

U.K. 

0 

0 

23 

10 

0 

0 

33 

9 

Italy 

0 

0 

2 

1 

0 

0 

3 

0 

Netherlands 

Belgium/ 

0 

0 

7 

3 

0 

0 

10 

3 

Luxembourg 

0 

0 

4 

2 

0 

0 

6 

1 

Spain 

0 

0 

4 

2 

0 

0 

6 

1 

Switzerland 

0 

0 

4 

2 

0 

0 

6 

1 

Austria 

0 

0 

2 

1 

0 

0 

3 

1 

Sweden 

0 

0 

6 

3 

0 

0 

9 

2 

Denmark 

0 

0 

5 

2 

0 

0 

7 

2 

Norway 

0 

0 

3 

1 

0 

0 

4 

2 

Finland 

0 

0 

2 

1 

0 

0 

3 

0 

Ireland 

0 

0 

1 

0 

0 

0 

1 

0 

Portugal 

0 

0 

0 

0 

0 

0 

0 

0 

Greece 

0 

0 

0 

0 

0 

0 

0 

0 

Eastern  Europe 

0 

0 

0 

0 

0 

0 

0 

0 

Note:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  A-15 

European  Revenues  - Rank  Xerox 
Customer  Services,  1992  ($  Millions) 


Country 

Hardware 

Environ- 

System 

Education 

Profess- 

Business 

Total 

All 

Service 

mental 

Software 

and 

ionai 

Continuity 

Customer 

Other 

Services 

Support 

Training 

Services 

Services 

Services 

Services 

TOTAL  - 

ALL  COUNTRIES 

180 

20 

0 

0 

0 

0 

200 

95 

France 

44 

6 

0 

0 

0 

0 

50 

22 

Germany 

25 

3 

0 

0 

0 

0 

28 

13 

U.K. 

43 

5 

0 

0 

0 

0 

48 

22 

Italy 

13 

2 

0 

0 

0 

0 

15 

6 

Netherlands 

Belgium/ 

8 

1 

0 

0 

0 

0 

9 

4 

Luxembourg 

4 

1 

0 

0 

0 

0 

5 

2 

Spain 

11 

1 

0 

0 

0 

0 

12 

6 

Switzerland 

4 

0 

0 

0 

0 

0 

4 

2 

Austria 

4 

0 

0 

0 

0 

0 

4 

2 

Sweden 

4 

0 

0 

0 

0 

0 

4 

2 

Denmark 

3 

0 

0 

0 

0 

0 

3 

3 

Norway 

3 

0 

0 

0 

0 

0 

3 

2 

Finland 

3 

0 

0 

0 

0 

0 

3 

2 

Ireland 

4 

0 

0 

0 

0 

0 

4 

2 

Portugal 

2 

0 

0 

0 

0 

0 

2 

2 

Greece 

1 

0 

0 

0 

0 

0 

1 

1 

Eastern  Europe 

4 

0 

0 

0 

0 

0 

4 

2 

Note:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  A-16 

European  Revenues  - Siemens-Nixdorf 
Customer  Services,  1992  ($  Millions) 


Country 

Hardware 

Environ- 

System 

Education 

Profess- 

Business 

Total 

All 

Service 

mental 

Software 

and 

ional 

Continuity 

Customer 

Other 

Services 

Support 

Training 

Services 

Services 

Services 

Services 

TOTAL  - 

ALL  COUNTRIES 

1,300 

95 

10 

80 

40 

10 

1,535 

1,160 

France 

130 

6 

1 

4 

2 

0 

143 

60 

Germany 

720 

48 

7 

53 

27 

6 

861 

764 

U.K. 

45 

10 

0 

2 

1 

0 

58 

34 

Italy 

60 

4 

1 

5 

2 

1 

73 

69 

Netherlands 

Belgium/ 

32 

2 

0 

2 

1 

0 

37 

23 

Luxembourg 

45 

3 

0 

3 

1 

0 

52 

39 

Spain 

65 

4 

0 

3 

1 

0 

73 

36 

Switzerland 

48 

4 

0 

3 

1 

0 

56 

36 

Austria 

45 

2 

0 

3 

1 

0 

51 

41 

Sweden 

20 

3 

0 

1 

1 

0 

25 

15 

Denmark 

15 

1 

0 

1 

0 

0 

17 

12 

Norway 

18 

1 

0 

0 

0 

0 

19 

8 

Finland 

16 

1 

0 

1 

0 

0 

18 

14 

Ireland 

15 

1 

0 

0 

0 

0 

16 

4 

Portugal 

5 

1 

0 

0 

0 

0 

6 

0 

Greece 

3 

1 

0 

0 

0 

0 

4 

1 

Eastern  Europe 

20 

1 

0 

0 

0 

0 

21 

6 

Note:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  A-17 


European  Revenues  - Sun  Microsystems 
Customer  Services,  1992  ($  Millions) 


Country 

Hardware 

Environ- 

System 

Education 

Profess- 

Business 

Total 

All 

Service 

mental 

Software 

and 

ional 

Continuity 

Customer 

Other 

Services 

Support 

Training 

Services 

Services 

Services 

Services 

TOTAL  - 

ALL  COUNTRIES 

150 

13 

34 

13 

8 

0 

218 

3 

France 

21 

2 

9 

5 

0 

0 

37 

0 

Germany 

40 

3 

8 

2 

2 

0 

55 

1 

U.K. 

33 

3 

6 

2 

2 

0 

46 

0 

Italy 

10 

1 

3 

1 

1 

0 

16 

1 

Netherlands 

Belgium/ 

8 

1 

1 

0 

0 

0 

10 

0 

Luxembourg 

7 

1 

1 

0 

0 

0 

9 

0 

Spain 

10 

1 

2 

1 

1 

0 

15 

0 

Switzerland 

6 

0 

1 

0 

0 

0 

7 

1 

Austria 

4 

0 

1 

0 

0 

0 

5 

0 

Sweden 

4 

0 

1 

0 

0 

0 

5 

0 

Denmark 

3 

0 

0 

0 

0 

0 

3 

0 

Norway 

2 

0 

0 

0 

0 

0 

2 

0 

Finland 

1 

0 

0 

0 

0 

0 

1 

0 

Ireland 

1 

0 

0 

0 

0 

0 

1 

0 

Portugal 

0 

0 

0 

0 

0 

0 

0 

0 

Greece 

1 

0 

0 

0 

0 

0 

1 

0 

Eastern  Europe 

0 

0 

0 

0 

0 

0 

0 

0 

Note:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  A-1 8 

European  Revenues  - Thomainfor 
Customer  Services,  1992  ($  Millions) 


Country 

Hardware 

Environ- 

System 

Education 

Profess- 

Business 

Total 

All 

Service 

mental 

Software 

and 

ional 

Continuity 

Customer 

Other 

Services 

Support 

Training 

Services 

Services 

Services 

Services 

TOTAL  - 

ALL  COUNTRIES 

225 

5 

5 

0 

15 

0 

250 

32 

France 

185 

3 

2 

0 

14 

0 

204 

26 

Germany 

18 

0 

0 

0 

1 

0 

19 

3 

U.K. 

0 

0 

0 

0 

0 

0 

0 

0 

Italy 

3 

0 

0 

0 

0 

0 

3 

0 

Netherlands 

Belgium/ 

2 

0 

0 

0 

0 

0 

2 

0 

Luxembourg 

7 

0 

0 

0 

1 

0 

8 

1 

Spain 

7 

0 

0 

0 

0 

0 . 

7 

1 

Switzerland 

0 

0 

0 

0 

0 

0 

0 

0 

Austria 

5 

0 

0 

0 

0 

0 

5 

1 

Sweden 

0 

0 

0 

0 

0 

0 

0 

0 

Denmark 

0 

0 

0 

0 

0 

0 

0 

0 

Norway 

0 

0 

0 

0 

0 

0 

0 

0 

Finland 

0 

0 

0 

0 

0 

0 

0 

0 

Ireland 

0 

0 

0 

0 

0 

0 

0 

0 

Portugal 

0 

0 

0 

0 

0 

0 

0 

0 

Greece 

0 

0 

0 

0 

0 

0 

0 

0 

Eastern  Europe 

0 

0 

0 

0 

0 

0 

0 

0 

Note:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  A-19 


European  Revenues  - Unisys 
Customer  Services,  1992  ($  Millions) 


Country 

Hardware 

Environ- 

System 

Education 

Profess- 

Business 

Total 

All 

Service 

mental 

Software 

and 

ional 

Continuity 

Customer 

Other 

Services 

Support 

Training 

Services 

Services 

Services 

Services 

TOTAL  - 

ALL  COUNTRIES 

550 

130 

60 

65 

45 

30 

885 

195 

France 

80 

40 

10 

11 

8 

5 

154 

33 

Germany 

72 

15 

8 

8 

6 

4 

113 

26 

U.K. 

94 

30 

9 

9 

7 

4 

153 

30 

Italy 

39 

7 

4 

4 

3 

2 

59 

15 

Netherlands 

Belgium/ 

43 

8 

5 

5 

3 

2 

66 

15 

Luxembourg 

31 

3 

3 

4 

2 

2 

45 

10 

Spain 

30 

5 

3 

3 

2 

2 

45 

10 

Switzerland 

48 

5 

5 

5 

4 

3 

70 

17 

Austria 

22 

1 

2 

3 

2 

1 

31 

8 

Sweden 

24 

4 

3 

3 

2 

1 

37 

9 

Denmark  . 

0 

2 

1 

1 

1 

1 

16 

3 

Norway 

6 

1 

1 

1 

0 

0 

9 

2 

Finland 

10 

2 

• 1 

1 

1 

1 

16 

3 

Ireland 

11 

1 

1 

1 

1 

1 

16 

3 

Portugal 

14 

0 

2 

2 

1 

1 

20 

5 

Greece 

6 

1 

1 

1 

0 

0 

9 

2 

Eastern  Europe 

14 

3 

2 

2 

1 

1 

23 

5 

Note:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  A-20 


European  Revenues  - Wang 
Customer  Services,  1992  ($  Millions) 


Country 

Hardware 

Environ- 

System 

Education 

Profess- 

Business 

Total 

All 

Service 

mental 

Software 

and 

ional 

Continuity 

Customer 

Other 

Services 

Support 

Training 

Services 

Services 

Services 

Services 

TOTAL  - 

ALL  COUNTRIES 

195 

35 

35 

20 

30 

0 

315 

3 

France 

45 

9 

6 

3 

4 

0 

67 

0 

Germany 

30 

5 

4 

2 

3 

0 

44 

0 

U.K. 

50 

11 

7 

4 

6 

0 

78 

0 

Italy 

15 

2 

3 

1 

2 

0 

23 

1 

Netherlands 

Belgium/ 

9 

1 

3 

2 

2 

0 

17 

0 

Luxembourg 

10 

1 

1 

1 

1 

0 

14 

0 

Spain 

6 

1 

3 

1 

2 

0 

13 

0 

Switzerland 

3 

0 

3 

2 

3 

0 

11 

0 

Austria 

1 

0 

1 

0 

1 

0 

3 

1 

Sweden 

10 

2 

2 

1 

1 

0 

16 

0 

Denmark 

4 

1 

1 

0 

1 

0 

7 

0 

Norway 

4 

0 

0 

0 

0 

0 

4 

1 

Finland 

1 

1 

1 

0 

1 

0 

4 

0 

Ireland 

1 

0 

1 

0 

1 

0 

3 

0 

Portugal 

1 

0 

0 

0 

0 

0 

1 

0 

Greece 

1 

0 

0 

0 

0 

0 

1 

0 

Eastern  Europe 

0 

0 

0 

0 

0 

0 

0 

0 

Note:  Totals  may  not  add  due  to  rounding. 
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Market  Forecast  Reconciliation 


INPUT’S  forecast  for  the  Customer  Services  market  in  Europe  focuses  on  user 
expenditure  with: 

• Customer  Services  vendors,  defined  as: 

- Equipment  vendors 

- Independent  Maintenance  Organisations  (IMOs) 

- Dealers  and  Distributors. 

• Other  vendors  and  organisations  providing  the  services  defined  within  the 
Customer  Services  sectors  included  in  INPUT’S  forecasts.  These  other 
vendors  comprise: 

- Independent  Software  and  Services  vendors 

- Non-industry  vendors,  principally  from  the  construction  and  building 
services  sectors. 

The  only  changes  to  definitions  for  the  1993  Customer  Services  Europe 
Programme  are: 

• The  Education  & Training  sector  has  been  extended  to  cover  expenditure 
with  independent  software  and  services  vendors  as  well  as  with  customer 
services  vendors. 

• The  Other  Professional  Services  sector  has  been  renamed  Professional 
Services  to  avoid  confusion  among  certain  of  our  readers. 

The  effect  of  these  (and  last  year’s)  changes  on  the  market  sector 
reconciliations  as  shown  in  Exhibits  B-l  and  B-2  in  this  appendix  are: 

• The  Education  & Training  Services  sector  registers  a very  large  (+92%) 
increase  over  the  equivalent  1992  figures  because  the  sector  now  includes 
all  expenditures  by  users  irrespective  of  which  type  of  vendor  a particular 
service  is  being  commissioned  from. 

• It  is  now  possible  to  show  a variance  for  the  new  service  categories  and 
countries  introduced  last  year. 
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Variances  in  service  sector  sizes  (see  Exhibit  B l)  are  otherwise  small  and  all 
within  the  limits  of  the  1993  currency  conversion  factors  being  used  (see 
Appendix  D).  Some  small  differences  are  due  to  vendor  estimates  of  revenues 
to  be  gained  in  1992  differing  from  the  revenues  actually  obtained. 

Variances  in  country  market  sizes  (see  Exhibit  B-2)  are  mostly  in  the 
positive  direction,  usually  as  a result  of  including  all  Education  & 

Training  expenditures. 


EXHIBIT  B-1 

Customer  Services  Market  Forecast  Reconciliation 

by  Service  Sector 


Service 

Sector 

1992 

Estimated 
Size  of 
1992 
Market 
($  Millions) 

1993 

Measured 
Size  of 
1992 
Market 
($  Millions) 

Variance 

in 

1992 

Sizes 

(Percent) 

CAGR 
Forecast 
in  1992 
Report 
1992-1997 
(Percent) 

CAGR 
Forecast 
in  1993 
Report 
1993-1998 
(Percent) 

Variance 

in 

CAGR 

(Percent) 

Hardware  Service 

15,890 

14,700 

-7 

2 

-1 

-3 

Environmental  Services 

7,870 

7,200 

-9 

5 

5 

<1 

Systems  Software 
Support 

1,870 

1,700 

-9 

8 

8 

<1 

Education  and  Training 

1,300 

2,500 

+ 92 

4 

6 

2 

Professional  Services 

835 

900 

+ 8 

11 

11 

0 

Business  Continuity 
Services 

355 

340 

-4 

20 

20 

<1 

Total 

28,120 

27,300 

“3 

4 

3 

-1 

NOTE:  Rounded  Numbers 
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EXHIBIT  B-2 

Customer  Services  Market  Forecast  Reconciliation 

by  Country  Market 


Country 

Market 

1992 
Forecast 
of  1992 
Market 

1993 

Measurement 
of  1992 
Market 

CAGR 
Forecast  in 
1992  Report 
1992-1997 
(Percent) 

CAGR 
Forecast  in 
1993  Report 
1993-1998 
(Percent) 

France 

FF  24,500  M 

FF  26,460  M 

2 

2 

Germany 

DM  8,320  M 

DM  9,050  M 

3 

1 

United  Kingdom 

£2,975M 

£3,040  M 

4 

3 

Italy 

Lira  3,995  B 

Lira4,04Q  B 

4 

2 

Sweden 

SK  6,470  M 

SK  6,750  M 

5 

4 

Denmark 

DK  3,480  M 

DK  3,585  M 

3 

3 

Norway 

NK  3,710  M 

NK  3,665  M 

4 

4 

Finland 

FM  1 ,950  M 

FM  2,010  M 

4 

0 

Netherlands 

Dfl  2,890  M 

Dfl  3,100  M 

5 

5 

Belgium 

BF  23,650  M 

BF  24,760  M 

5 

4 

Spain 

Pta  125,500  M 

Pta  128,100  M 

7 

6 

Switzerland 

SF  1 ,540  M 

SF  1,620  M 

4 

4 

Austria 

AS  5,370  M 

AS  5,545  M 

4 

2 

Greece 

Dra  1 1 ,460 

Dra  15,750 

6 

8 

Ireland 

IR£  83 

IR£  105 

5 

5 

Portugal 

Esc  19,500 

Esc  18,180 

10 

10 

Eastern  Europe 

$252  M 

$260  M 

16 

17 

NOTE:  Rounded  Numbers 
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Country  Market  Database 


EXHIBIT  C-1 


Customer  Services  Revenues,  1 992  - France 

($  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

IBM 

509 

53 

0 

' 39 

14 

11 

626 

438 

Bull 

430 

41 

29 

37 

10 

0 

547 

175 

Digital 

171 

40 

57 

17 

12 

1 

297 

142 

Thomson 

185 

3 

2 

0 

14 

0 

204 

26 

Unisys 

80 

40 

10 

11 

8 

5 

155 

33 

Siemens-Nixdorf 

130 

6 

1 

4 

2 

0 

143 

59 

HP 

90 

10 

8 

6 

8 

2 

123 

0 

AT&T 

81 

5 

2 

4 

4 

0 

96 

128 

Olivetti 

75 

4 

2 

2 

4 

0 

87 

58 

Wang 

45 

9 

3 

2 

3 

0 

62 

2 

Other  Systems 

Vendors 

623 

48 

38 

22 

34 

1 

770 

342 

IMOs(1) 

253 

19 

4 

2 

9 

2 

290 

152 

VARs  (2) 

48 

23 

5 

2 

12 

0 

90 

57 

ISVs  (3) 

Non-IT  Industry 

38 

4 

48 

451 

3 

42 

590 

10,646 

Vendors  (4) 

0 

951 

0 

0 

10 

0 

960 

40 

TOTAL  MARKET 

2,760 

1,250 

210 

600 

150 

60 

5,030 

12,300 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  C-2 


Customer  Services  Market  Forecast,  1993-1998 

France 


Market  Size  ($  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998  ; 

Hardware  Service 

2,757 

1% 

2,785 

2,785 

2,757 

2,702 

2,621 

2,490 

-2% 

Environmental 

Services 

1,255 

5% 

1,312 

1,377 

1,446 

1,519 

1,594 

1,675 

5% 

System  Software 
Support 

209 

5% 

221 

232 

245 

263 

284 

310 

7% 

Education 
and  Training 

599 

6% 

637 

669 

695 

723 

759 

804 

5% 

Professional 

Services 

146 

10% 

162 

178 

196 

213 

230 

249 

9% 

Business 

Continuity 

Services 

65 

18% 

76 

88 

103 

122 

145 

173 

18% 

Total  Customer 
Services 

5,030 

3% 

5,192 

5,329 

5,443 

5,542 

5,633 

5,702 

2% 

Annual  Growth 
(Percent) 

3% 

3% 

2% 

2% 

2% 

1% 

‘All 

Other  Services 

12,298 

6% 

13,080 

13,525 

14,080 

14,977 

15,667 

17,954 

7% 

SOURCE:  INPUT 


‘This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  III  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  C-3 


Customer  Services  Revenues,  1 992  - Germany 

($  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

Siemens-Nixdorf 

720 

48 

7 

53 

27 

6 

861 

599 

IBM 

611 

78 

0 

50 

19 

9 

766 

764 

Digital 

213 

48 

77 

23 

16 

3 

379 

5 

HP 

90 

14 

11 

8 

11 

3 

137 

190 

Unisys 

72 

15 

8 

8 

6 

4 

114 

20 

Bull 

75 

17 

4 

4 

2 

0 

102 

33 

Comparex 

82 

6 

4 

1 

1 

1 

95 

0 

AT&T  (NCR) 

76 

5 

2 

3 

3 

0 

88 

30 

Olivetti 

50 

5 

2 

2 

5 

0 

64 

6 

Sun 

40 

3 

8 

2 

2 

0 

56 

2 

Other  Systems 

Vendors 

645 

106 

31 

39 

23 

6 

850 

194 

IMOs(1) 

163 

19 

8 

5 

10 

2 

210 

19 

VARs  (2) 

181 

23 

19 

7 

45 

0 

270 

3 

ISVs  (3) 

Non-IT  Industry 

48 

0 

187 

439 

16 

37 

730 

8,194 

Vendors  (4) 

0 

1,097 

0 

0 

19 

0 

1,120 

0 

Total  Market 

3,060 

1,480 

370 

650 

210 

70 

5,840 

10,060 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


EXHIBIT  C-4 


Customer  Services  Market  Forecast,  1993-1998 

Germany 


Market  Size  ($  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware  Service 

3,065 

1% 

3097 

3,097 

3,032 

2,910 

2,735 

2,465 

-4% 

Environmental 

Services 

1,484 

7% 

1581 

1,677 

1,761 

1,832 

1,890 

1,929 

1 4% 

System  Software 
Support 

368 

5% 

387 

413 

439 

471 

503 

535 

7% 

Education 
and  Training 

645 

5% 

677 

710 

748 

787 

819 

852 

5% 

Professional 

Services 

206 

6% 

219 

239 

258 

284 

310 

335 

9%  j 

Business 

Continuity 

Services 

71 

9% 

77 

84 

90 

103 

116 

135 

12% 

Total  Customer 
Services 

5,839 

3% 

6,039 

6,219 

6,329 

6,387 

6,374 

6,252 

1% 

Annual  Growth 
(Percent) 

3% 

3% 

2% 

1% 

0% 

-2% 

‘All 

Other  Services 

10,058 

-2% 

9,865 

10,187 

11,155 

12,374 

14,245 

16,077 

10% 

SOURCE:  INPUT 


* This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  III  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


EXHIBIT  C-5 


Customer  Services  Revenues,  1 992  - United  Kingdom 

($  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

ICL  (Fujitsu) 

430 

50 

78 

29 

9 

5 

601 

293 

Digital 

263 

37 

88 

26 

19 

5 

438 

217 

IBM 

331 

32 

0 

31 

8 

16 

418 

289 

HP 

145 

14 

11 

8 

11 

3 

192 

11 

Unisys 

94 

30 

9 

9 

8 

4 

155 

29 

Granada 

126 

3 

0 

0 

3 

15 

147 

30 

Bull 

97 

8 

12 

11 

2 

0 

129 

203 

AT&T 

86 

5 

2 

6 

6 

0 

106 

63 

Olivetti 

70 

4 

2 

2 

5 

0 

84 

13 

Prime 

30 

13 

15 

8 

3 

3 

73 

34 

Other  Systems 

Vendors 

402 

47 

24 

11 

24 

5 

510 

39 

IMOs(1) 

347 

17 

32 

9 

13 

6 

420 

3 

VARs  (2) 

71 

8 

19 

9 

8 

0 

120 

186 

ISVs  (3) 

Non-IT  Industry 

32 

0 

142 

139 

32 

39 

380 

6,309 

Vendors  (4) 

0 

1,009 

0 

0 

8 

0 

1,020 

11 

Total  Market 

2,520 

1,280 

430 

300 

160 

100 

4,790 

7,730 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


EXHIBITC-6 


Customer  Services  Market  Forecast,  1 993-1 998 

United  Kingdom 


Market  Size  ($  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware  Service 

2,524 

0% 

2,524 

2,524 

2,492 

2,461 

2,413 

2,334 

-2% 

Environmental 

Services 

1,278 

5% 

1,341 

1,404 

1,467 

1,546 

1,625 

1,703 

5% 

System  Software 
Support 

434 

9% 

473 

521 

568 

615 

662 

710 

8% 

Education 
and  Training 

300 

3% 

308 

320 

333 

345 

363 

379 

4% 

Professional 

Services 

158 

20% 

189 

205 

221 

237 

268 

315 

11% 

Business 

Continuity 

Services 

103 

31% 

134 

174 

221 

268 

331 

394 

24% 

Total  Customer 
Services 

4,795 

4% 

4,968 

5,142 

5,300 

5,473 

5,662 

5,836 

3% 

Annual  Growth 
(Percent) 

4% 

3% 

3% 

3% 

3% 

3% 

‘All 

Other  Services 

7,729 

7% 

8,233 

8,628 

9,022 

10,158 

1 1 ,230 

12,303 

8% 

SOURCE:  INPUT 


‘This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  111  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


EXHIBIT  C-7 


Customer  Services  Revenues,  1992  - Italy 

($  Millions) 


Vendor 

Hardware 

Service 

Environ- 

Mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

IBM 

456 

52 

0 

35 

9 

7 

558 

726 

Olivetti 

345 

18 

8 

10 

19 

0 

399 

261 

Digital 

113 

27 

43 

13 

9 

1 

206 

697 

Bull 

123 

14 

6 

4 

3 

0 

150 

169 

HP 

55 

6 

5 

3 

4 

1 

74 

179 

Siemens-Nixdorf 

60 

4 

1 

5 

2 

1 

73 

109 

Unisys 

39 

7 

4 

4 

3 

2 

60 

2 

AT&T  (NCR) 

30 

2 

1 

1 

1 

0 

35 

91 

Prime 

15 

2 

4 

1 

2 

0 

24 

0 

Wang 

15 

2 

2 

1 

2 

0 

21 

0 

Other  Systems 

Vendors 

126 

29 

17 

9 

10 

0 

190 

101 

IMOs  (1) 

143 

7 

4 

2 

2 

1 

160 

2 

VARs  (2) 

191 

33 

3 

2 

3 

0 

230 

4 

ISVs  (3) 

Non-IT  Industry 

7 

18 

72 

85 

4 

6 

190 

2,647 

Vendors  (4) 

1 

588 

0 

2 

0 

0 

590 

0 

Total  Market 

1,720 

810 

170 

180 

70 

20 

2,970 

4,990 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


EXHIBIT  C-8 


Customer  Services  Market  Forecast,  1993-1998 

Italy 


Market  Size  ($  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware  Service 

1,721 

1% 

1,732 

1,735 

1,721 

1,684 

1,632 

1,566 

-2% 

Environmental 

Services 

809 

5% 

849 

890 

941 

1,007 

1,081 

1,154 

6% 

System  Software 
Support 

169 

4% 

176 

191 

213 

235 

257 

279 

10%  | 

Education 
and  Training 

176 

4% 

184 

184 

191 

206 

228 

250 

6% 

Professional 

Services 

74 

10% 

81 

88 

96 

103 

118 

132 

10% 

Business 

Continuity 

Services 

18 

12% 

21 

22 

22 

29 

37 

44 

16% 

Total  Customer 
Services 

2,967 

3% 

3,044 

3,110 

3,184 

3,265 

3,353 

3,426 

2% 

Annual  Growth 
(Percent) 

3% 

2% 

2% 

3% 

3% 

2% 

‘All 

Other  Services 

4,989 

1% 

5,044 

5,081 

5,441 

5,772 

6,397 

7,044 

7% 

SOURCE:  INPUT 


*This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  111  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 


C-8 


Copyright  1993  by  INPUT.  Reproduction  Prohibited. 


CMF 


CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


EXHIBIT  C-9 


Customer  Services  Revenues,  1 992  - Sweden 

($  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

IBM 

119 

8 

0 

8 

3 

2 

140 

85 

ICL  (Fujitsu) 

100 

5 

4 

2 

0 

0 

112 

16 

Digital 

52 

6 

17 

5 

4 

0 

84 

43 

Unisys 

24 

4 

3 

3 

2 

1 

37 

8 

Siemens-Nixdorf 

20 

3 

0 

1 

1 

0 

25 

15 

Bull 

13 

0 

4 

1 

0 

0 

18 

6 

ComputerVision 

14 

2 

1 

0 

1 

0 

18 

1 

HP 

12 

1 

1 

1 

1 

0 

17 

1 

Wang 

10 

2 

1 

0 

1 

0 

14 

0 

AT&T 

10 

1 

0 

0 

0 

0 

12 

2 

Other  Systems 

Vendors 

64 

6 

8 

4 

14 

2 

100 

16 

IMOs(1) 

51 

1 

2 

2 

5 

1 

60 

28 

VARs  (2) 

77 

2 

2 

8 

5 

0 

90 

16 

ISVs  (3) 

Non-IT  Industry 

1 

0 

16 

67 

5 

4 

90 

2,228 

Vendors  (4) 

0 

256 

0 

0 

0 

0 

260 

0 

Total  Market 

570 

300 

60 

100 

40 

10 

1,080 

2,460 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


EXHIBIT  C-10 


Customer  Services  Market  Forecast,  1993-1998 

Sweden 


Market  Size  ($  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware  Service 

569 

4% 

593 

611 

623 

623 

623 

617 

1% 

Environmental 

Services 

298 

12% 

333 

367 

394 

418 

439 

462 

7% 

System  Software 
Support 

59 

8% 

64 

71 

77 

83 

90 

96 

8% 

Education 
and  Training 

103 

6% 

109 

117 

127 

136 

144 

151 

7% 

Professional 

Services 

42 

15% 

48 

54 

61 

67 

74 

80 

11% 

Business 

Continuity 

Services 

11 

14% 

13 

14 

16 

19 

22 

27 

16% 

Total  Customer 
Services 

1,082 

7% 

1,160 

1,234 

1,298 

1,348 

1,393 

1,433 

4% 

Annual  Growth 
(Percent) 

7% 

6% 

5% 

4% 

3% 

3% 

"All 

Other  Services 

2,465 

7% 

2,633 

2,889 

3,066 

3,258 

3,524 

3,784 

8% 

SOURCE:  INPUT 


‘This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  III  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


EXHIBIT  C-11 


Customer  Services  Revenues,  1 992  - Denmark 

($  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

IBM 

91 

10 

0 

7 

2 

1 

111 

71 

ICL  (Fujitsu) 

37 

2 

3 

1 

0 

0 

44 

12 

Digital 

18 

6 

7 

2 

1 

0 

34 

17 

AT&T 

25 

2 

1 

1 

1 

0 

29 

4 

Olivetti 

22 

1 

1 

1 

2 

0 

26 

22 

Siemens-Nixdorf 

15 

1 

0 

1 

0 

0 

17 

12 

Unisys 

10 

2 

1 

1 

1 

1 

15 

3 

HP 

8 

1 

1 

1 

1 

0 

11 

1 

ComputerVision 

7 

2 

1 

0 

0 

0 

10 

0 

Bull 

4 

1 

1 

1 

0 

0 

7 

3 

Other  Systems 

Vendors 

50 

3 

8 

5 

5 

0 

70 

2 

IMOs(1) 

10 

1 

1 

0 

2 

0 

10 

8 

VARs  (2) 

8 

1 

2 

1 

10 

0 

20 

117 

ISVs  (3) 

Non-IT  Industry 

4 

0 

12 

20 

2 

0 

40 

1,171 

Vendors  (4) 

0 

151 

0 

0 

0 

0 

150 

0 

Total  Market 

310 

180 

40 

40 

30 

0 

600 

1,440 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


EXHIBITC-12 


Customer  Services  Market  Forecast,  1993-1998 

Denmark 


Market  Size  ($  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998  | 

Hardware  Service 

309 

1% 

314 

309 

304 

299 

296 

293 

-1% 

Environmental 

Services 

184 

9% 

201 

211 

224 

237 

253 

266 

6% 

System  Software 
Support 

37 

9% 

40 

43 

47 

52 

55 

59 

8% 

Education  and 
Training 

40 

8% 

43 

45 

48 

52 

55 

59 

6% 

Professional 

Services 

27 

13% 

30 

33 

38 

43 

48 

54 

12% 

Business 

Continuity 

Services 

3 

20% 

3 

4 

5 

6 

7 

8 

23% 

Total  Customer 
Services 

599 

5% 

630 

645 

667 

689 

714 

737 

3% 

Annual  Growth 
(Percent) 

5% 

2% 

3% 

3% 

4% 

3% 

‘All 

Other  Services 

1 ,444 

7% 

1,542 

1,630 

1,712 

1,796 

1,883 

1,804 

3% 

SOURCE:  INPUT 


‘This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  ill  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


EXHIBIT  C-1 3 


Customer  Services  Revenues,  1 992  - Norway 

($  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

IBM 

56 

7 

0 

4 

1 

1 

69 

46 

Norsk  Data 
(Comma) 

30 

2 

5 

0 

5 

0 

42 

10 

Olivetti 

23 

2 

1 

1 

2 

0 

27 

22 

Digital 

16 

1 

5 

2 

1 

0 

25 

13 

ICL  (Fujitsu) 

18 

3 

2 

1 

0 

0 

24 

8 

Siemens-Nixdorf 

18 

1 

0 

0 

0 

0 

20 

7 

Bull 

9 

1 

2 

1 

0 

0 

13 

4 

ComputerVision 

9 

2 

1 

0 

0 

0 

12 

0 

AT&T 

10 

1 

0 

0 

0 

0 

12 

2 

Unisys 

6 

1 

1 

1 

0 

0 

9 

2 

Other  Systems 

Vendors 

62 

3 

2 

4 

3 

2 

80 

32 

IMOs(1) 

13 

1 

1 

1 

2 

0 

20 

16 

VARs  (2) 

10 

1 

5 

0 

3 

0 

20 

31 

ISVs  (3) 

5 

140 

19 

37 

3 

3 

210 

1,560 

Non-IT  Industry 
Vendors  (4) 

0 

0 

0 

0 

0 

0 

0 

0 

Total  Market 

280 

160 

40 

50 

20 

10 

570 

1,750 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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INPUT 


EXHIBIT  C-1 4 


Customer  Services  Market  Forecast,  1 993-1 998 

Norway 


Market  Size  ($  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware  Service 

284 

1% 

285 

289 

289 

285 

279 

273 

-1% 

Environmental 

Services 

164 

6% 

173 

184 

195 

204 

215 

225 

5% 

System  Software 
Support 

43 

9% 

47 

50 

53 

58 

62 

69 

8% 

Education 
and  Training 

52 

10% 

58 

64 

70 

78 

86 

92 

10% 

Professional 

Services 

22 

7% 

23 

25 

27 

30 

33 

34 

8% 

Business 

Continuity 

Services 

7 

11% 

8 

9 

11 

14 

17 

20 

21% 

Total  Customer 
Services 

572 

4% 

594 

621 

644 

669 

693 

713 

4% 

Annual  Growth 
(Percent) 

4% 

4% 

4% 

4% 

3% 

3% 

‘All 

Other  Services 

1,754 

8% 

1 ,892 

2,048 

2,212 

2,392 

2,580 

2,668 

7% 

SOURCE:  INPUT 


‘This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  ill  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  C-1 5 


Customer  Services  Revenues,  1 992  - Finland 

($  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

ICL  (Fujitsu) 

95 

5 

5 

2 

1 

0 

107 

18 

Digital 

29 

9 

11 

3 

2 

0 

54 

27 

IBM 

40 

5 

0 

3 

1 

1 

50 

30 

Siemens-Nixdorf 

16 

1 

0 

1 

0 

0 

19 

14 

Unisys 

10 

2 

1 

1 

1 

1 

15 

3 

ComputerVision 

8 

2 

1 

0 

0 

0 

11 

0 

AT&T 

5 

0 

0 

0 

0 

0 

6 

1 

Tietotehdas 

0 

0 

2 

0 

0 

1 

4 

85 

Rank  Xerox 

3 

0 

0 

0 

0 

0 

3 

1 

Wang 

1 

1 

0 

0 

0 

0 

3 

0 

Other  Systems 

Vendors 

1 

13 

1 

2 

3 

0 

20 

20 

IMOs(1) 

3 

4 

0 

0 

2 

0 

10 

4 

VARs  (2) 

0 

0 

0 

0 

2 

0 

0 

49 

ISVs  (3) 

Non-IT  Industry 

0 

0 

5 

16 

2 

4 

30 

484 

Vendors  (4) 

0 

73 

0 

0 

0 

0 

70 

0 

Total  Market 

210 

115 

25 

30 

15 

10 

405 

740 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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INPUT 


EXHIBITC-16 


Customer  Services  Market  Forecast,  1 993-1 998 

Finland 


Market  Size  ($  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware  Service 

212 

-2% 

208 

204 

198 

188 

173 

161 

-5% 

Environmental 

Services 

116 

2% 

118 

121 

123 

123 

121 

117 

0% 

System  Software 
Support 

26 

8% 

28 

30 

32 

34 

38 

42 

8% 

Education 
and  Training 

29 

3% 

30 

31 

31 

32 

33 

34 

3% 

Professional 

Services 

15 

7% 

16 

18 

20 

22 

24 

26 

10%  j 

Business 

Continuity 

Services 

7 

14% 

8 

10 

12 

14 

16 

20 

20% 

Total  Customer 
Services 

405 

1% 

408 

413 

417 

413 

405 

401 

0% 

Annual  Growth 
(Percent) 

1% 

1% 

1% 

-1% 

-2% 

-1% 

‘Ail 

Other  Services 

738 

5% 

777 

804 

806 

825  | 

867 

909 

3% 

SOURCE:  INPUT 


*This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  III  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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CUSTOMER  SERVICES  MARKET  ANALYSIS  AND  FORECAST— EUROPE,  1993-1998 


INPUT 


EXHIBIT  C-1 7 


Customer  Services  Revenues,  1992-  Netherlands 

($  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

Getronics 

103 

36 

20 

9 

61 

8 

238 

82 

IBM 

167 

20 

0 

11 

4 

3 

205 

122 

Digital 

69 

6 

23 

7 

5 

0 

110 

58 

Unisys 

43 

8 

5 

5 

4 

2 

66 

15 

Olivetti 

46 

3 

1 

2 

3 

0 

55 

45 

HP 

29 

3 

3 

2 

2 

1 

40 

2 

Siemens-Nixdorf 

32 

2 

0 

2 

1 

0 

37 

23 

Bull 

25 

3 

2 

2 

1 

0 

32 

13 

AT&T 

27 

2 

1 

1 

1 

0 

31 

5 

ICL  (Fujitsu) 

21 

2 

2 

1 

0 

0 

26 

8 

Other  Systems 

Vendors 

230 

14 

14 

7 

3 

2 

270 

15 

IMOs(1) 

75 

2 

3 

2 

1 

2 

80 

3 

VARs  (2) 

25 

3 

9 

3 

0 

0 

40 

129 

ISVs  (3) 

Non-IT  Industry 

11 

3 

24 

137 

0 

4 

180 

2,500 

Vendors  (4) 

0 

368 

0 

0 

0 

0 

370 

26 

Total  Market 

900 

470 

110 

190 

90 

20 

1,780 

3,050 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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INPUT 


EXHIBITC-18 


Customer  Services  Market  Forecast,  1993-1998 

Netherlands 


Market  Size  ($  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware  Service 

902 

3% 

925 

954 

971 

989 

1,000 

1,006 

2% 

Environmental 

Services 

474 

6% 

503 

534 

575 

621 

678 

747 

8% 

System  Software 
Support 

106 

8% 

115 

121 

126 

132 

138 

144 

I 5% 

Education 
and  Training 

190 

6% 

201 

213 

224 

241 

264 

299 

8% 

Professional 

Services 

86 

17% 

101 

115 

126 

138 

155 

178 

12% 

Business 

Continuity 

Services 

23 

25% 

29 

34 

40 

46 

57 

69 

19% 

Total  Customer 
Services 

1,782 

5% 

1,874 

1,971 

2,063 

2,167 

2,293 

2,443 

5% 

Annual  Growth 
(Percent) 

5% 

5% 

5% 

5% 

6% 

7% 

‘All 

Other  Services 

3,046 

9% 

3,316 

3,603 

3,937 

4,351 

4,793 

5362 

10% 

SOURCE:  INPUT 


‘This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  III  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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INPUT 


EXHIBITC-19 


Customer  Services  Revenues,  1 992  - Belgium 

($  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Sen/ices 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

IBM 

81 

9 

0 

6 

2 

2 

99 

60 

Digital 

43 

8 

15 

5 

3 

0 

74 

38 

Siemens-Nixdorf 

45 

3 

0 

3 

1 

0 

53 

38 

Unisys 

31 

3 

3 

4 

3 

2 

45 

11 

HP 

22 

2 

2 

1 

2 

1 

30 

2 

Bull 

21 

3 

2 

2 

1 

0 

29 

11 

Olivetti 

22 

1 

1 

1 

2 

0 

26 

22 

Getronics 

12 

4 

2 

1 

2 

1 

22 

15 

AT&T 

13 

1 

0 

0 

0 

0 

14 

2 

Wang 

10 

1 

1 

0 

1 

0 

13 

0 

Other  Systems 

Vendors 

78 

4 

9 

5 

2 

0 

100 

42 

IMOs(1) 

50 

1 

1 

0 

1 

1 

50 

7 

VARs  (2) 

13 

0 

0 

3 

0 

0 

20 

9 

ISVs  (3) 

Non-IT  Industry 

5 

0 

10 

41 

0 

0 

60 

1,504 

Vendors  (4) 

0 

146 

0 

0 

0 

0 

150 

0 

Total  Market 

450 

190 

50 

70 

20 

10 

780 

1,760 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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INPUT 


EXHIBIT  C-20 


Customer  Services  Market  Forecast,  1993-1998 

Belgium 


Market  Size  ($  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware  Service 

445 

3% 

459 

473 

487 

502 

512 

517 

2% 

Environmental 

Services 

187 

6% 

199 

209 

219 

230 

240 

250 

5%  : 

System  Software 
Support 

47 

7% 

50 

55 

61 

67 

73 

81 

10% 

Education 
and  Training 

71 

6% 

75 

76 

78 

80 

84 

90 

4% 

Professional 

Services 

19 

10% 

21 

23 

25 

28 

32 

36 

11% 

Business 

Continuity 

Services 

7 

7% 

7 

8 

8 

9 

11 

14 

14% 

Total  Customer 
Services 

776 

5% 

811 

844 

878 

916 

952 

987 

4% 

Annual  Growth 
(Percent) 

5% 

4% 

4% 

4% 

4% 

4% 

‘All 

Other  Services 

1 ,762 

8% 

1,904 

2,076 

2,230 

2,432 

2,679 

2,873 

9% 

SOURCE:  INPUT 


‘This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  III  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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INPUT 


EXHIBIT  C-21 


Customer  Services  Revenues,  1 992  - Spain 

($  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

IBM 

147 

23 

0 

10 

3 

1 

185 

80 

Digital 

52 

14 

19 

6 

4 

0 

95 

48 

Siemens-Nixdorf 

65 

4 

0 

3 

1 

0 

73 

36 

AT&T 

55 

3 

1 

1 

1 

0 

63 

10 

HP 

46 

5 

4 

3 

5 

0 

63 

4 

Olivetti 

39 

3 

1 

1 

3 

0 

47 

38 

Unisys 

30 

5 

3 

3 

3 

2 

45 

10 

Bull 

32 

3 

2 

2 

1 

0 

40 

12 

Eltec 

32 

4 

0 

0 

0 

0 

36 

0 

Sun  Microsystems 

10 

1 

2 

1 

1 

0 

14 

1 

Other  Systems 

Vendors 

99 

6 

6 

3 

3 

0 

120 

0 

IMOs(1) 

54 

3 

3 

1 

4 

0 

60 

0 

VARs  (2) 

14 

7 

' 6 

1 

0 

0 

30 

0 

ISVs  (3) 

Non-IT  Industry 

2 

0 

12 

42 

0 

1. 

60 

0 

Vendors  (4) 

0 

226 

0 

0 

0 

0 

230 

0 

Total  Market 

680 

310 

60 

80 

30 

0 

1,160 

1,690 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Sen/ices  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  C-22 


Customer  Services  Market  Forecast,  1993-1998 

Spain 


Market  Size  ($  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware  Service 

678 

5% 

712 

748 

777 

807 

835 

857 

4% 

Environmental 

Services 

307 

10% 

337 

371 

405 

441 

481 

524 

9%  j 

System  Software 
Support 

61 

9% 

67 

75 

85 

96 

108 

121 

13% 

Education 
and  Training 

77 

4% 

79 

83 

87 

91 

96 

100 

5% 

Professional 

Services 

29 

23% 

36 

43 

51 

59 

68 

78 

17% 

Business 

Continuity 

Services 

4 

11% 

5 

5 

6 

8 

9 

12 

21% 

Total  Customer 
Services 

1,156 

7% 

1,236 

1,326 

1,411 

1,502 

1,596 

1,692 

6% 

Annual  Growth 
(Percent) 

7% 

7% 

6% 

6% 

6% 

6% 

‘All 

Other  Services 

1,690 

9% 

1,841 

2,038 

2,250 

2,495 

2,786 

3,095 

11% 

SOURCE:  INPUT 


‘This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  111  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  C-23 


Customer  Services  Revenues,  1 992  - Switzerland 

($  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

Digital 

82 

11 

29 

9 

6 

0 

136 

71 

IBM 

91 

8 

0 

12 

3 

3 

116 

94 

AT&T 

66 

4 

2 

2 

2 

0 

75 

12 

Unisys 

48 

5 

5 

5 

4 

3 

71 

17 

Siemens-Nixdorf 

48 

4 

0 

3 

1 

0 

56 

36 

HP 

22 

2 

2 

1 

2 

1 

30 

2 

Bull 

17 

3 

2 

2 

1 

0 

24 

9 

ICL  (Fujitsu) 

7 

1 

1 

0 

0 

0 

10 

4 

Wang 

3 

0 

2 

1 

2 

0 

8 

1 

Sun  Microsystems 

6 

0 

1 

0 

0 

0 

8 

0 

Other  Systems 

Vendors 

72 

4 

6 

4 

6 

0 

90 

25 

IMOs(1) 

19 

4 

0 

2 

9 

1 

30 

17 

VARs  (2) 

81 

14 

0 

3 

0 

0 

100 

216 

ISVs  (3) 

Non-IT  Industry 

0 

0 

14 

72 

0 

4 

90 

1,237 

Vendors  (4) 

0 

318 

0 

0 

0 

0 

320 

0 

Total  Market 

560 

380 

60 

120 

40 

10 

1,170 

1,740 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  C-24 


Customer  Services  Market  Forecast,  1993-1998 

Switzerland 


Market  Size  ($  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware  Service 

561 

1% 

565 

568 

576 

583 

590 

590 

1% 

Environmental 

Services 

378 

5% 

396 

410 

424 

446 

468 

496 

5% 

System  Software 
Support 

65 

6% 

68 

72 

79 

86 

94 

101 

8% 

Education 
and  Training 

115 

0% 

115 

117 

122 

129 

137 

147 

5%  ! 

Professional 

Services 

36 

12% 

40 

45 

49 

55 

63 

72 

12% 

Business 

Continuity 

Services 

11 

33% 

14 

19 

24 

29 

36 

43 

25% 

Total  Customer 
Services 

1,165 

3% 

1,201 

1,230 

1,273 

1,331 

1,388 

1,453 

4% 

Annual  Growth 
(Percent) 

3% 

2% 

4% 

5% 

4% 

5% 

‘All 

Other  Services 

1,741 

5% 

1,835 

2,007 

2,201 

2,417 

2,727 

3,007 

10% 

SOURCE:  INPUT 


‘This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  III  section  B-1. 


NOTE:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  C-25 


Customer  Services  Revenues,  1 992  - Austria 

($  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

IBM 

70 

7 

0 

4 

1 

1 

84 

48 

Siemens-Nixdorf 

45 

2 

0 

3 

1 

0 

52 

41 

Digital 

26 

4 

9 

3 

2 

0 

43 

22 

Unisys 

22 

1 

2 

3 

2 

1 

32 

8 

HP 

11 

1 

1 

1 

1 

0 

16 

1 

Bull 

11 

1 

1 

1 

0 

0 

14 

5 

AT&T 

10 

1 

0 

0 

0 

0 

12 

2 

Comparex 

7 

1 

0 

0 

0 

0 

8 

0 

ComputerVision 

5 

0 

1 

0 

0 

0 

6 

0 

Thomainfor 

5 

0 

0 

0 

0 

0 

5 

1 

Other  Systems 

Vendors 

33 

3 

3 

3 

0 

0 

40 

4 

IMOs(1) 

11 

1 

0 

0 

1 

0 

10 

1 

VARs  (2) 

21 

2 

2 

0 

0 

0 

30 

30 

ISVs  (3) 

Non-IT  Industry 

3 

0 

16 

19 

0 

0 

40 

698 

Vendors  (4) 

0 

119 

0 

0 

0 

0 

120 

0 

Total  Market 

280 

140 

40 

40 

10 

0 

510 

860 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  C-26 


Customer  Services  Market  Forecast,  1 993-1 998 

Austria 


Market  Size  ($  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware  Service 

280 

2% 

286 

288 

291 

294 

297 

299 

1% 

Environmental 

Services 

142 

5% 

150 

156 

161 

164 

166 

168 

2% 

System  Software 
Support 

36 

8% 

39 

41 

43 

45 

48 

51 

8% 

Education 
and  Training 

37 

4% 

39 

40 

42 

44 

46 

48 

4% 

Professional 

Services 

10 

9% 

11 

12 

13 

14 

16 

17 

10% 

Business 

Continuity 

Services 

4 

20% 

4 

6 

6 

7 

9 

11 

20% 

Total  Customer 
Services 

509 

4% 

528 

544 

556 

568 

581 

595 

2% 

Annual  Growth 
(Percent) 

4% 

3% 

2% 

2% 

2% 

2% 

‘All 

Other  Services 

860 

9% 

936 

1,028 

1,125 

1,233 

1,345 

1,395 

8% 

SOURCE:  INPUT 


*This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  III  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  C-27 


Customer  Services  Revenues,  1 992  - Greece 

($  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

Digital 

11 

3 

3 

1 

1 

0 

19 

9 

IBM 

15 

1 

0 

1 

0 

0 

18 

11 

HP 

6 

1 

1 

0 

0 

0 

8 

0 

Siemens-Nixdorf 

5 

1 

0 

0 

0 

0 

6 

0 

Bull 

2 

0 

0 

0 

0 

0 

3 

1 

AT&T 

3 

0 

0 

0 

0 

0 

3 

0 

Rank  Xerox 

2 

0 

0 

0 

0 

0 

3 

1 

ComputerVision 

1 

0 

0 

0 

0 

0 

2 

0 

Tandem 

1 

0 

0 

0 

0 

0 

2 

0 

Wang 

0 

0 

0 

0 

1 

0 

1 

0 

Other  Systems 

Vendors 

4 

0 

1 

0 

0 

0 

10 

6 

IMOs  (1) 

1 

0 

0 

0 

0 

0 

0 

0 

VARs  (2) 

1 

0 

0 

2 

0 

0 

0 

0 

ISVs  (3) 

Non-IT  Industry 

0 

0 

1 

2 

0 

0 

0 

158 

Vendors  (4) 

0 

0 

0 

0 

0 

0 

0 

0 

Total  Market 

50 

10 

10 

10 

0 

0 

80 

170 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  C-28 


Customer  Services  Market  Forecast,  1 993-1 998 

Greece 


Market  Size  ($  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware  Service 

52 

5% 

54 

57 

60 

63 

66 

69 

5%  | 

Environmental 

Services 

7 

10% 

8 

9 

9 

9 

10 

10 

5% 

System  Software 
Support 

7 

11% 

7 

9 

10 

12 

15 

19 

20% 

Education 
and  Training 

8 

6% 

8 

9 

10 

10 

11 

12 

8% 

Professional 

Services 

3 

17% 

3 

4 

5 

6 

7 

8 

18% 

Business 

Continuity 

Services 

1 

25% 

1 

2 

2 

3 

4 

6 

36% 

Total  Customer 
Services 

78 

7% 

83 

89 

96 

104 

113 

124 

8% 

Annual  Growth 
(Percent) 

7% 

7% 

8% 

8% 

9% 

10% 

*AII 

Other  Services 

169 

16% 

196 

225 

260 

304 

353 

410 

16% 

SOURCE:  INPUT 


‘This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  III  section  B-1 . 

NOTE:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  C-29 


Customer  Services  Revenues,  1992-  Ireland 

($  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

Digital 

17 

5 

7 

2 

4 

0 

34 

16 

IBM 

15 

3 

0 

1 

5 

0 

25 

14 

Unisys 

11 

1 

1 

1 

1 

1 

16 

3 

HP 

9 

1 

1 

1 

1 

0 

12 

4 

Siemens-Nixdorf 

7 

1 

0 

0 

0 

0 

8 

1 

Bull 

4 

1 

0 

0 

0 

0 

6 

1 

AT&T 

5 

0 

0 

0 

0 

0 

6 

1 

Rank  Xerox 

4 

0 

0 

0 

0 

0 

4 

2 

Tandem 

2 

0 

0 

0 

0 

0 

2 

0 

ICL  (Fujitsu) 

1 

0 

1 

0 

0 

0 

2 

2 

Other  Systems 

Vendors 

7 

0 

2 

0 

2 

0 

10 

0 

IMOs(1) 

7 

0 

0 

0 

2 

0 

10 

0 

VARs  (2) 

2 

0 

0 

0 

2 

0 

0 

0 

ISVs  (3) 

Non-IT  Industry 

0 

0 

. 5 

8 

0 

3 

20 

280 

Vendors  (4) 

0 

22 

0 

0 

0 

0 

20 

0 

Total  Market 

90 

30 

20 

20 

20 

10 

180 

320 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  C-30 


Customer  Services  Market  Forecast,  1 993-1 998 

Ireland 


Market  Size  ($  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998  | 

Hardware  Service 

91 

2% 

93 

95 

97 

97 

97 

95 

1% 

Environmental 

Services 

34 

5% 

36 

37 

39 

41 

41 

41 

3% 

System  Software 
Support 

17 

8% 

18 

20 

22 

24 

25 

27 

8% 

Education 
and  Training 

15 

4% 

16 

17 

18 

19 

20 

21 

6% 

Professional 

Services 

17 

10% 

19 

21 

23 

25 

28 

32 

11% 

Business 

• 

Continuity 

Services 

5 

17% 

6 

7 

8 

10 

12 

14 

19% 

Total  Customer 
Services 

179 

5% 

187 

204 

207 

214 

222 

238 

5% 

Annual  Growth 
(Percent) 

5% 

9% 

2% 

3% 

4% 

7% 

*AII 

Other  Services 

324 

6% 

374 

390 

423 

448 

489  j 

543 

8% 

SOURCE:  INPUT 


*This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  III  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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EXHIBITC-31 


Customer  Services  Revenues,  1992-  Portugal 

($  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

Unisys 

14 

0 

2 

2 

1 

1 

19 

5 

Digital 

11 

3 

3 

1 

1 

0 

19 

9 

IBM 

15 

1 

0 

1 

0 

0 

18 

11 

HP 

6 

1 

1 

0 

0 

0 

8 

0 

Siemens-Nixdorf 

5 

1 

0 

0 

0 

0 

6 

0 

Bull 

2 

0 

0 

0 

0 

0 

3 

1 

AT&T 

3 

0 

0 

0 

0 

0 

3 

0 

Rank  Xerox 

2 

0 

0 

0 

0 

0 

3 

1 

ComputerVision 

1 

0 

0 

0 

0 

0 

2 

0 

Tandem 

1 

0 

0 

0 

0 

0 

2 

0 

Other  Systems 

Vendors 

11 

2 

1 

0 

1 

0 

10 

2 

IMOs(1) 

7 

0 

0 

0 

0 

0 

10 

1 

VARs  (2) 

4 

0 

0 

0 

0 

0 

0 

0 

ISVs  (3) 

Non-IT  Industry 

1 

0 

0 

0 . 

0 

0 

0 

72 

Vendors  (4) 

0 

22 

0 

0 

0 

0 

20 

0 

Total  Market 

80 

30 

10 

0 

10 

0 

130 

100 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  C-32 


Customer  Services  Market  Forecast,  1 993-1 998 

Portugal 


Market  Size  ($  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware  Service 

82 

10% 

90 

100 

110 

121 

132 

142 

10% 

Environmental 

Services 

31 

6% 

33 

35 

38 

41 

43 

46 

7% 

System  Software 
Support 

7 

16% 

8 

9 

11 

12 

14 

15 

14% 

Education 
and  Training 

5 

18% 

6 

7 

8 

9 

10 

11 

14% 

Professional 

Services 

5 

10% 

6 

6 

7 

7 

9 

10 

13% 

Business 

Continuity 

Services 

1 

25% 

2 

2 

3 

4 

4 

5 

23% 

Total  Customer 
Services 

131 

10% 

144 

159 

176 

194 

212 

230 

10% 

Annual  Growth 
(Percent) 

10% 

11% 

11% 

10% 

9% 

8% 

‘All 

Other  Services 

103 

24% 

128 

153 

185 

225 

274 

313 

20% 

SOURCE:  INPUT 


*This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  III  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  C-33 


Customer  Services  Revenues,  1 992  - Eastern  Europe 

($  Millions) 


Vendor 

Hardware 

Service 

Environ- 

mental 

Services 

System 

Software 

Support 

Education 

and 

Training 

Profess- 

ional 

Services 

Business 

Continuity 

Services 

Total 

Customer 

Services 

All 

Other 

Services 

IBM 

30 

1 

0 

1 

0 

0 

33 

7 

Unisys 

14 

3 

2 

2 

1 

1 

22 

5 

Siemens-Nixdorf 

20 

1 

0 

0 

0 

0 

22 

6 

Digital 

13 

2 

0 

0 

0 

0 

15 

1 

Bull 

2 

9 

0 

0 

0 

0 

11 

0 

ICL  (Fujitsu) 

4 

1 

1 

0 

0 

0 

6 

2 

Rank  Xerox 

4 

0 

0 

0 

0 

0 

4 

2 

Tandem 

2 

0 

0 

0 

0 

0 

2 

0 

AT&T 

2 

0 

0 

0 

0 

0 

2 

0 

HP 

1 

0 

0 

0 

0 

0 

1 

0 

Other  Systems 

Vendors 

9 

1 

2 

2 

3 

0 

20 

2 

IMOs  (1) 

0 

1 

0 

0 

0 

0 

0 

0 

VARs  (2) 

50 

0 

0 

0 

3 

0 

50 

0 

ISVs  (3) 

Non-IT  Industry 

10 

0 

7 

25 

2 

0 

40 

16 

Vendors  (4) 

77 

25 

0 

0 

0 

0 

30 

0 

Total  Market 

160 

50 

10 

30 

10 

0 

260 

40 

SOURCE:  INPUT 


NOTES: 


(1)  IMOs  = Independent  Maintenance  Organisations 

(2)  VARs  = Dealers/Distributors/Value-Added  Resellers  or  Remarketers 

(3)  ISVs  = Independent  Software/Services  Vendors 

(4)  Non-IT  Industry  Vendors  are  from  the  Construction  and  Building  Services  sectors 

(5)  Totals  may  not  add  due  to  rounding. 
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EXHIBIT  C-34 


Customer  Services  Market  Forecast,  1993-1998 

Eastern  Europe 


Market  Size  ($  Millions) 

Annual 

Growth 

CAGR 

% 

% 

Service 

1992 

1992- 

1993 

1994 

1995 

1996 

1997 

1998 

1993- 

Sector 

1993 

1998 

Hardware  Service 

160 

13% 

180 

205 

236 

267 

299 

330 

13% 

Environmental 

Services 

45 

7% 

48 

53 

61 

72 

91 

120 

20% 

System  Software 
Support 

12 

8% 

13 

15 

17 

19 

22 

25 

14% 

Education 
and  Training 

30 

20% 

36 

42 

50 

60 

70 

80 

17% 

Professional 

Services 

10 

20% 

12 

14 

17 

20 

24 

30 

20% 

Business 

Continuity 

Services 

1 

50% 

2 

2 

4 

10 

20 

40 

93% 

Total  Customer 
Services 

260 

13% 

290 

330 

390 

450 

530 

630 

17% 

Annual  Growth 
(Percent) 

13% 

14% 

18% 

15% 

18% 

19% 

‘All 

Other  Services 

40 

50% 

60 

80 

100 

130 

170 

350 

42% 

SOURCE:  INPUT 


‘This  line  shows  the  expenditures  for  all  other  information  services  (excluding  all  software  products)  as  defined  in 
Chapter  III  section  B-1. 

NOTE:  Totals  may  not  add  due  to  rounding. 
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Exchange  Rates 


Exhibit  D-l  shows  the  exchange  rates  adopted  for  use  in  all  INPUT'S 
European  forecasts  during  1993.  Exhibit  D-2  shows  the  changes  in 
country  inflation  assumptions  that  will  be  incorporated  into  any  new  forecasts. 

All  growth  forecasts  in  this  report  include  the  inflation  figures  shown  in 
this  exhibit. 

EXHIBIT  D-1 

U.S.  Dollar  and  ECU  Exchange  Rates,  1993 


Country 

Currency 

U.S.  Dollar 

ECU 

Europe 

$ 

1.00 

0.790 

France 

FF 

5.26 

6.64 

Germany 

DM 

1.55 

1.97 

United  Kingdom 

PS 

0.634 

0.800 

Italy 

Lira 

1 ,360.00 

1.73 

Sweden 

Sek 

6.24 

7.96 

Denmark 

DK 

5.98 

7.58 

Norway 

NK 

6.41 

8.15 

Finland 

FM 

4.96 

6.10 

Netherlands 

Dfl 

1.74 

2.20 

Belgium 

BF 

31.91 

40.34 

Switzerland 

SF 

1.39 

1.75 

Austria 

Sch 

10.89 

13.82 

Spain 

Ptas 

110.82 

140.30 

Ireland 

IP 

0.589 

0.745 

Portugal 

Esc 

138.26 

174.00 

Greece 

Dra 

202.32 

255.00 

Eastern  Europe 

$ 

1.00 

0.790 
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EXHIBIT  D-2 

Inflation  Assumptions,  1992  and  1993 


Country 

Percent 

Assumptions 

1992-1997 

Assumption 

1993-1998 

Change 

(Percent) 

France 

3.0 

2.7 

-0.3  ! 

Germany 

2.7 

3.9 

1.2 

United  Kingdom 

4.8 

3.7 

-1.1 

Italy 

4.4 

5.2 

0.8 

Sweden 

0.3 

4.0 

-2.3 

Denmark 

2.7 

2.4 

-0.3 

Norway 

4.9 

3.4 

-1.5 

Finland 

5.0 

1.4 

-3.6 

Netherlands 

2.4 

3.3 

0.9 

Belgium 

3.3 

3.2 

-0.1 

Swizterland 

3.3 

3.5 

0.2 

Austria 

2.6 

3.2 

0.6 

Spain 

4.7 

5.0 

0.3 

Portugal 

8.0 

12.5 

4.5 

Greece 

12.0 

11.0 

-1.0 

Ireland 

3.0 

3.0 

0.0 

Eastern  Europe 

- 

- 

- 
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